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The very essence of leadership is that you have to have a vision.
You can’t blow an uncertain trumpet.

- Theodore Hesburgh
Priest, Educator, President Emeritus
of the University of Notre Dame



Introduction

The business plan is aformalized approach to bridge the gap between today’s
reality (determined by measuring performance) and our vision of the future.
The business plan identifies the relationship of the components that we use to
build our future. The first component is our vision, and it establishes our
destination. Various information sources determine the current reality, which is
the beginning point that determines the distance between current reality and our
vision. To close the gap between the vision and information sources, a formal
process is used; however, depending on the individual s involved, the outcome
will vary somewhat, which is why these steps are characterized as structured
meandering. The mission statement and core values provide the foundation
upon which we will work. Citywide goals provide broad guidance of what we
hope to accomplish, and departmental objectives are the incremental steps
necessary to achieve the goals. Performance targets indicate the adequacy
with which we accomplish our objectives and the reality of where we are. Performance

measures create the
current reality.

Srategies further delineate how a department will achieve an objective. Action
plans are not included in this document, although each department prepares
action stepsfor every strategy. They detail the steps, responsibility and timing
of strategies. Finally, the City’s budget plan identifies and allocates the
resources necessary to energize our business plan.

Information

Sources
(Current Reality)
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Guiding Principle

Creating a sense of community is the guiding principle that will enable

St. Charles to accomplish its mission and vision. A community is created
through symbols, experiences and involvement. Unique architecture,
neighbors and families sharing common experiences (including public space
for reflection and interaction), providing and taking time to voice concerns
before the City Council or participating in afocus group al create a sense of
community. The City’sroleisto encourage an environment where symbols are
created, opportunities for lasting experiences are readily available and
involvement is encouraged.




The beautiful setting, convenient location, and abundant natural resources
provided by the Fox River and its surroundings allowed the city of St. Charles
to evolve from a small river settlement in 1833 to the proud community it is
today. St. Charles has become a dynamic, prosperous city with a strong
economic base and quality schools, parks and services. St. Charles
attractiveness and location create pressures for growth in housing, retail, and
employment as more people seek to become part of the community. This
growth challenges us to create new ways to preserve our character, manage
direct impacts such as increased traffic, and maintain quality services.

We will preserve our unique character as a dynamic, prosperous city,
maintaining the small town charm, the natural beauty of the Fox Valley, and the
quality schools, parks and services that make St. Charles distinct. Our historic
downtown is the heart of the community, and keeping it healthy and vibrant is
essential. Building on our heritage, we will balance nature and devel opment,
ensuring St. Charles remains a safe and desirable place to live and work for
generations to come. We aspire to be acommunity where all modes of
transportation can provide safe and efficient access to our amenities. To create
this future we will foster community participation while embracing the
diversity that comes with change.

. . preserving the unique character found in our historic downtown area and
neighborhoods.

.. plentiful parks and natural areas with the Fox River as afocus.

.. balanced development that occurs at a moderate pace and harmonizes with
our small town character.

.. asafer, more efficient transportation system that serves pedestrians,
bicyclists, and motorists alike.

.. an enhanced quality of life with an optimal balance of goods, services and
activities available to residents.

Our Past

Our Future

Our Vision
Encompasses . . .




Our Vision Encompasses . . .
.. .Continued

Concepts for
Implementing Our
Vision

.. asafe living and working environment.

.. multiple opportunities for citizens to participate in shaping the community’s

future.

.. recognizing and embracing diversity in our community.

Preserving the unique character found in our historic downtown area and
neighborhoods:

= Maintain, restore, and effectively use existing buildings and
neighborhoods

= Foster ahealthy and vibrant downtown
= Nurture and protect architecturally and historically significant properties
» Preserve the quaint historic character of the downtown area

=  Provide avariety of shopping downtown with outdoor seating and places
to relax

Plentiful parks and natural areas with the Fox River as afocus:
= Maintain and enhance the riverfront for public benefit
» Provide parks and open space

Balanced development that occurs at a moderate pace and harmonizes with
our small town character:

= Plan infrastructure improvements to keep pace with expected growth
= Strong guidelines as part of the review process

= Landscaping and parkway trees to soften the hard surfaces of buildings
and paving

=  Stewardship of wooded areas, wetlands, and other natural resources




A safer, more efficient transportation system that serves pedestrians,
bicyclists, and motorists dlike:

Another Fox River bridge to divert truck and through-traffic from
Route 64

= Enforcement focused on high traffic areas

= Creative approaches to reward good driving habits

= Bike pathsto all areas of the community

= Pedestrians have easy access to commerce and community activities

= Public transportation links to reduce traffic and serve diverse users
(workers, seniors, youth)

An enhanced quality of life with an optimal balance of goods, services and
activities available to residents:

= High cooperation among business owners, Downtown St. Charles
Partnership, Chamber of Commerce, &t. Charles Convention & Visitors
Bureau, the City, and other organizations

= A focus on restaurants and entertainment in the downtown area
A safe living and working environment:
= Control substance abuse

= Allocate adequate resources to provide a safe environment for residents,
workers, and visitors

Multiple opportunities for citizens to participate in shaping the
community’s future:

= Actively provide forums for community participation in setting goals

Concepts for Implementing
Our Vision

.. .Continued




Concepts for Implementing
Our Vision

.. .Continued

= Communicate results and milestones to citizens
=  Residents are well informed

Recognizing and embracing diversity in our community:

Activities and services for needs and interests of residents of all ages
» Reasonable balance in income levels

= Foster diversity of housing types and prices

= Cultura options that meet the interests of residents and attract visitors

= People of all ages and backgrounds respect each others' viewpoints




Information Sources

Customer Surveys
Surveys are an integral part of our effort to assess the City’s performance. The
various surveys used by the City are described on pages 12 through 16.

Comparisons and Trends Report
Each year, the City reviews agroup of trends that are important to understand
in the planning stages. The report contains indicators that are grouped into six
categories:
= Community Growth Trends - These indicators were devel oped to
provide information about trends in the community that influence the
financia performance of the City.

= Comparative Trends - This data compares the financia health of the
City to comparable communities.

= Revenue Trends - These trends provide detailed analysis concerning the
City’s property and sales tax base.

= Expenditure Trends - Understanding the City’s revenue trends only
presents a portion of the City’s financial picture. Expenditure trends are
anayzed in conjunction with revenue in order to understand the
relationship between revenue and expenditure.

= Balance Sheet Trends - Plotting the position of these funds over a
period of years providesinsight into how much wealth the City has
accumulated.

= Debt Service Trends - These trends provide an overview of the City’s
debt picture by including charts that illustrate general obligation debt
and overlapping debt from other jurisdictions.

Financial Policiesvs. Actual

Prior to May 1 of each year, the City Council adopts aformal budget for the
upcoming fiscal year and estimates revenues and expenditures for three
subsequent years. Policy goals assist the City in deciding what to include in
the budget. The policy goals are divided into four areas. general, operational,
debt and budgetary.

Quantitative




Quantitative Information
Sources

.. .Continued

Qualitative

Comparison Performance M easurement

The City began comparison performance measurement by joining the
International City Managers Association’s Center for Performance
Measurement last fiscal year and will annually compare its performance in
various measures to communities of smilar size.

Focus Groups

Community volunteers who have been trained by the City in facilitation skills
lead small groups of citizens in discussions about topics of concern. Reports
from these focus groups are presented to the City Council.

Business Calls

Each month, the Mayor, City Administrator and Economic Development
Director meet with businesses from one geographic location in order to better
understand their needs. It isalso an opportunity for businesses to meet their
neighbors and discuss topics of concern with the City and other organizations
that provide services to the business community.

City Hall Housecalls

Citizens can request a housecall in which the Mayor, City Administrator, and

Aldermen visit a their home for an evening. These visits allow neighbors to

discuss issues of interest and concern with City leadersin an informal setting.

Tuesdays Over Easy

Each month, a group of randomly selected employees are invited to breakfast
with the City Administrator. This provides an opportunity for employees to
meet people from other departments and learn about other city services.

Listen and Learn

All supervisors who have more than one level of supervision meet periodicaly
with every employee within their span of authority who does not report directly
to them. Thisisintended to provide all supervisors with a better understanding
of each employee'sjob.




Mission

Stewardship

Maintain our existing physical and social character while building on our past

successes to create a better future.

Engagement

Involve more people in the governing process to encourage a stronger sense of
community, and gain input from different perspectives in order to make more

informed decisions.

Collaboration

Work in partnership with individuals and organizations to provide solutions and
effectively implement strategies for improvement.

...Inorderto...

Maintain a high quality of life.

Preserve our physical and socia character.
Instill a strong sense of community.
Involve people in the governing process.
Work together to create effective solutions.

Provide for a safe and secure community.

YV V.V VYV V V V

Shape the future from our heritage.




Core Values

Personal
Accountability

Team Oriented

QOutcome Driven

Customer Focused

Future Oriented

V V V V V YV V V V V YV V V V V

Y VYV

Commit to self improvement.

Recognize that ateam is only as strong as each individual.
Do what’sright, evenif it is unpopular.

Conduct all matters ethically and honestly.

Practice the attitudes and behaviors that the City values.

Value group diversity.

Expand on the ideas presented.

Look for merit in the ideas of others.
Seek to understand, then be understood.
Participate and encourage participation.

Make decisions based on fact.

Compare our outcomes to those of other oganizations.
Encourage the use of best practices.

Align outcomes with the City’s mission, vision and core values.

Consider process an important factor to achieving outcomes.

Treat customers with courtesy, respect and dignity at all times.
Take personal responsibility for exceeding customer expectations.

Seek a positive approach to problem solving.

Recognize that today’s public policy decisions will determine tomorrow’s
community.

Recognize the value of proactive planning as an important community
resource.

Identify trends, anticipate problems, and develop innovative and cost-
effective solutions.




Citywide Goals

1. Engage citizens regarding the City’s vision, mission, plans, programs and
services.

2. Provide customer-focused city services that are responsive and efficient for
al through continuing organizational development and enhanced
technology.

3. Develop strategies to enhance safety and efficiency of pedestrian, non-
motorized and motorized transportation.

4. Only encourage development and redevel opment that significantly
enhances the quality of life of residents of our community.

5. Create and maintain a culture that promotes the wellness and devel opment
of employees with their families.

6. Create adistinctive physical environment that reflects the pride of the
community and supports a healthy environment.




Objectives, Strategies, and Performance Targets

Objectives

Strategies

Performance Targets

Dr. Peter Senge (author of The Fifth Discipline, The Fifth Discipline
Fieldbook, The Dance of Change) describes a phenomena labeled creative
tension as the effort necessary to link current reality to our vision. Thetension
is created as we begin to think about the various alternatives available to
reaching our vision. Goals, objectives, strategies, performance targets and
resources are the tools that are used to resolve this tension. Various
information sources determine current reality. Following are more detailed
descriptions of each of these elements of the businessplan . . .

Departments form objectives to improve an area where one of the information
sources shows is underperforming. These objectives should align with
Citywide goals.

Strategies are even more specific than objectives. They provide more detail
about how the objectives will be achieved. Each strategy is divided into action
steps that specify the responsible person and time frame for completion.
Action steps are not shown in this document.

Performance targets are used to measure the success with which we meet our
objectives. Whenever possible, performance targets should relate to the benefit
provided the customer or an improvement in efficiency.




City Surveys

Many of the performance targets are based on information gathered from
surveys. Each of the surveys that the City uses is described below.

Priorities Survey

Since 1996, the City has conducted a citywide survey of residents called the
“Priorities” Survey. The services residents expect from their government, like
police and fire protection, road maintenance, water and sewer service, are
important for a healthy community but expensive to provide. Because there
are many needs and a limited amount of money to meet those needs, the City
asks residents to help set its priorities.

Each year, arandom sample of residents is chosen from the utility billing
database. Several questions ask those residents to rate how important it is that
the City provides specific services, aswell as how satisfied they are with the
City’s ahility to provide them. Theseitems can be rated on ascale of “1” to
“5,” with “1” being the best possible score a service can receive. Thus, on
average, the closer arating isto “1,” the better it is. The numbers are
equivalent to the following scale:

1 = Very Important/Very Satisfied 4 = Unimportant/Dissatisfied
2 = Important/Satisfied 5 = Very Unimportant/Dissatisfied
3 = Neutral

Business Retention

In 1998, the first Business Retention Survey was conducted. Thissurvey is
conducted every two years to identify and manage economic devel opment
issues and to assist the City in formulating pro-business policies. By
understanding issues that are important to business owners and operators,
St. Charles can maintain its reputation as a good place to do business.

A list of businesses within St. Charlesis generated from the Economic
Development Department sales tax database. This list includes manufacturing




Business Retention Survey
Description

.. .Continued

businesses, those operating in an office environment, and the variety of
businesses in our smaller business parks and multi-tenant buildings.
Respondents are asked to rate several city services by considering how
important they are in determining business location and how satisfied they are
with the City’s ability to provide those services. These items are rated on a
scaleof “1” to “5,” with “1” being the best possible score a service can receive.
Thus, on average, the closer arating isto “1,” the better it is. The numbers are
equivalent to the following scale:

1 =Very Important/Very Satisfied 4 = Unimportant/Dissatisfied
2 = Important/Satisfied 5 = Very Unimportant/Dissatisfied
3 = Neutrd

Employee Survey

This survey has been conducted since 1998 as an effort to understand employee
needs and concerns. The results are typically not released to the public to
ensure confidentiality and anonymity. Measured in this survey are satisfaction
and understanding of compensation, performance evaluations, communication
within the organization, and so on. 1n 2000, it was decided that this survey
would be administered every two years.

All full- and regular part-time employees are invited to complete the survey
and score statements based on how strongly they agree or disagree. Each
statement can be rated on ascale of “1” to “7,” with “7” being the best possible
score. Thus, the closer aratingisto “7” the better, unless the statement uses
reversed scoring (all such statements are identified). The numbers are
equivalent to the following scale:

7 = Strongly Agree 3 = Slightly Disagree
6 =Agree 2 = Disagree
5= Slightly Agree 1 = Strongly Disagree

4 = Neutral




Internal Customer Survey

When performance targets for the Fleet and Buildings & Grounds divisions,
Finance, Information Systems and Human Resources Departments were being
developed, it was clear that there were no existing tools to gauge internal
customer (employee) satisfaction with the services they received from these
departments. This bi-annual survey differs from the Employee Survey in that it
focuses on customer service, whereas the Employee Survey focuses more on
organizational climate.

All full- and regular part-time employees are asked to rate certain qualities of
service. For example, Purchasing is rated on how “timely,” “cooperative” and
“courteous’ their serviceis. Each service can berated on ascaleof “1” to “5,"
with “5” being the best possible score a service can receive. Thus, on average,
the closer arating isto “5,” the better it is. The numbers are equivalent to the
following scale:

5 = Excellent 3=Fair 1 = Very Poor
4 = Good 2 = Poor

Police Incident Follow-up Survey

In an effort to provide the finest police service to the residents of St. Charles,
the Police Department implemented an incident follow-up survey. Measuresin
this survey include the type of incident reported, level of satisfaction with the
department interaction, and some demographic information. Annual results
from the survey will be used to establish training and service criteria.

To conduct the survey, every tenth person that has had direct contact with the
Police Department receives asurvey. Respondents are asked to rate the
interaction they had with the department and provide any suggestions that
could improve the services they received. Each statement can be rated on a
scaleof “1” to “5,” with “5” being the best possible score. Thus, on average,

City Surveys
.. .Continued




Police Incident Follow-up Survey
.. .Continued

the closer therating isto “5,” the better it is. The numbers are equivaent to
the following scale:

5 = Excellent 3=Fair 1 = Very Poor
4 = Good 2 = Poor

Emergency Medical Services (EMS) and Fire Quality
Assurance Cards

Follow-up comment cards are sent to every EM S customer and every tenth fire
call customer. Respondents are asked to rate satisfaction with service, etc. The
rating scale is the same as for the Police Department.




City Administrator’s Office

Our mission isto provide leadership and support to citizens, city departments, Mission
the Mayor and City Council by assessing their needs, providing direction,
coordinating activities, and articulating and channeling information in a
manner that is customer friendly and will most effectively provide guidance for
decision-making.

I mprove efficiency of office operationsthrough greater utilization of web Objective 1
siteand network. (FY 2005/06)

Relates to the following citywide goal/s
U Engage citizens regarding the City’s vision, mission, plans, programs
and service.
O Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organizational development and enhanced
technology.

Strategies

0 Makethe web site ADA compliant.

O Provideinteractivity for utility billing and collections and building
permits.
Finish all departmental web sites.
Develop web site training class to assist employees with ways they can
access information quickly viathe web site.
Implement automated customer service request application.
Develop acentral reference guide that provides the location of
electronically stored informaton.
Switch to paperless agenda packets.

o OO0 OO0

Performance targets

U Add aquestion under “Freedom to Work/Quality of Work
Environment” on the Employee Input Survey that states. “ The City
provides me with sources to access the information | need to effectively
perform my job.” The rating should be 4.00 or better.

U Add aquestion to the Priorities Survey under the importance and
satisfaction section with regard to the Resident Guide, City web site,
community web site and newsletter. Eliminate the general question
about “Making it easier to get information about city services.” The




City Administrator’s Office
Objective 1

.. .Continued

Objective 2

Objective 3

community and City web site questions should show a satisfaction
rating of 1.90.

O Increase the percentage of respondents to the Priorities Survey
question, “Have you visited the City web site or community web site
within the last 6 months?’ from 12% for City to 20%, and from 6.4%
for community to 10%.

Provide new avenuesto better under stand employee concerns and
suggested improvements. (FY 2005/06)

Relates to the following citywide goal/s
O Provide customer-focused city services that are responsive and efficient
for all through continuing organizational development and enhanced
technol ogy.
O Create and maintain a culture that promotes the wellness and
development of employees with their families.

Strategies
O Review Listen and Learn process with department directors.
O Implement aresponsive and efficient employee suggestion system.

Performance targets

O Improve rating on question from Employee Survey, “In my department,
there is good communication between management and employees,”
from an average rating of 4.31to 4.75 (Actual 4.64 High)

Q Improve rating on question from Employee Survey, “My department’s
management is interested in my suggestions for making the City more
effective, even if they are contrary to existing policies and opinions,”
from arating of 4.35t0 4.75. (Actual 4.52 High)

Preparefor changes of key personnel. (FY 2005/06)

Relates to the following citywide goal/s
O Provide customer-focused city services that are responsive and efficient
for all through continuing organizational development and enhanced
technol ogy.

Strategies
O Determine key areas where procedures are not developed and document
procedures for those areas.




Q

Q

Document the philosophy of key management approaches (e.g., Citizen
and employee involvement programs and budget philosophy).
Examine workloads of employeesin the City Administrator’s Office to
determine appropriate delegation and staffing.

Prepare orientation manual for staff and council by September 1, 2005.

Performance targets

Q

Provide the new administrator with awritten procedure describing
issues, amanual for the City Administrator’s Office, and memo of
concerns by September 15, 2005.

Make mor e effective use of external communications methods (e.g., City
newsletter, etc.). (FY 2006/07)

Relates to the following citywide goal/s

Q

Q

Engage citizens regarding the City’s vision, mission, plans, programs
and service.

Provide customer-focused city services that are responsive and efficient
for al through continuing organizational development and enhanced
technol ogy.

Strategies
U Redesign the city newsletter.
O Utilize the public access cable channel more often to post notices and
information.
O Define types of external communication that will meet the City’s needs.
U Retain an expert to evaluate the City’s communications methods.
Performance targets
U Add aquestion to the Priorities Survey under the importance and

satisfaction section with regard to the Resident Guide, Web Site and
Newsletter. Eliminate the general question about “Making it easier to
get information about city services.” The newsletter question should
show a satisfaction rating of 2.00.

Improve the rating on the Priorities survey question, “How would you
describe the city of St. Charles as aplaceto live?’ to 1.5 or lower.
Improve the rating on the Priorities Survey question, “Overall, how
would you rate the value you receive for your city tax dollar?’ to 2.00
or lower.

City Administrator’s Office
Objective 3

.. .Continued

Objective 4




City Administrator’s Office
.. .Continued

Objective 5

Objective 6

Utilize assessment tools and technology to improve or ganizational
efficiency and effectiveness strategies. (FY 2005/06)

Relates to the following citywide goal/s
O Provide customer-focused city services that are responsive and efficient
for all through continuing organizational development and enhanced
technol ogy.
Strategies
O Develop strategies to address the suggestions for improvement in the
Lincoln Award A ssessment feedback report.

Performance targets
U Receive at least a Silver award from the Lincoln Foundation.

Use International City/County Management Association (ICMA)
per for mance measurement data to improve operations. (FY 2006/07)

Relates to the following citywide goal/s
O Provide customer-focused city services that are responsive and efficient
for all through continuing organizational development and enhanced
technol ogy.

Strategies
O Each cost center will evaluate ICMA data (where available) that is
below the median of comparable communities and assess one measure
to determine if significant improvements can be made.
O Each department director will provide an analysisto the City
Administrator.

Performance targets
O Increase 50% of analyzed ICMA performance measures that are below
median, to above the median.




Information Systems

Wewill collaborate with our customersto implement and support technology
servicesthat meet or exceed their expectations.

Reduce City’svolume of hard copy storage by increased use of
technology. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies

Explorewaysto increase the number of documents scanned.

Work with user departmentsto encourage the destruction of paper
documentswhere appropriate.

Implement additional workflow systems.

Reduce paper documents generated within the City by processing internal
formselectronicaly.

Reduce the number of paper reports generated within the City.

Establish formal records management policy for paper and electronic
documents.

o0 00 0O

Performance targets
0 90% of Internal Customer Survey respondentsgiveratingsof “Good” or
“Excellent” on questionsregarding satisfaction with the Records
Management function.
O Number of boxes archived does not increase after FY 2004/05.

Provideaccesstothe GI S(Geographic Information System) for all City
computer users. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.
U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.

Mission

Objective 1

Objective 2




Information Systems
Objective 2

.. .Continued

Objective 3

Objective 4

Strategies
U Develop and deploy internal ArciMSweb site.
U Enhance and expand Gl Stoincludeintegration of existing City dataaswell
asdatadevel oped specifically for GIS.
U Develop production standards and processes documentation to ensure data
integrity.
U Install and implement acentralized datarepository using ArcSDE.

Performance targets
U 80% of Internal Customer Survey respondents giveratings of “ Good” or
“Excellent” on questionsregarding GIS.

Support Citywidetechnology initiatives. (FY 2007/08)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient for
all through continuing organi zational devel opment and enhanced technol ogy.

Strategies
U Develop project management processfor | Srelated projects.
U Preparefor anticipated changesin technol ogy.
U Updatelegacy applications.

Performance targets
U 80% of Internal Customer Survey respondents giveratingsof “ Good” or
“Excellent” on questionsregarding project management.

Minimizedisruption of Information Systemsservicesin theevent of a
disaster. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient for
all through continuing organi zational development and enhanced technol ogy.

Strategies
U Determineindividua department requirementsfor resumption and recovery.
U Develop aformal disaster recovery plan.

Performance targets
U Complete plan by January 31, 2007.




Community Development

Stewardship of public safety, community character, and natural resources;
Engagement of our professional abilitiesto respond to community needs,
Collaboration with al stakeholdersin charting acoursefor the future.

Improvetheefficiency and effectiveness of development and
construction related review, per mitting, and inspection processes. (FY
2006/07)

Relates to the following citywide goal/s

U Provide customer-focused city servicesthat are responsive and efficient
for all through continuing organizational devel opment and enhanced
technology.

U Only encourage devel opment and redevel opment that significantly
enhancesthe quality of life of residents of our community.

U Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.

Strategies

U Designandimplement City View Phasell toinclude online customer
access and payments, field dataentry for inspections, and contractor
licenaing.

U Provide employeetraining on new systemsand procedures.

U Provideinformation to customersthat enablesthem to usethe system
effectively to meet their needs.

U Incorporate GIS mapsand aerialsin staff reportsfor devel opment
applications.

Performance targets
U 20% or more of permit applicants have accessed permit or inspection
information online at least once within thefirst year of implementation.
U 80% of those who have used the online system say it isaconvenient way
to get accurate, up-to-date information about their permitsand
inspections (based on asurvey of users).

Mission

Objective 1




Community Development
.. .Continued

Objective 2

Objective 3

Improvetheeffectiveness of the St. CharlesZoning Ordinancefor all
users. (FY 2005/06)

Relates to the following citywide goal/s
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.
U Only encourage devel opment and redevel opment that significantly
enhancesthe quality of life of residents of our community.
U Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.

Strategies
U Conduct public forums, public hearing, and adoption processes.
U Developinternal proceduresto administer new ordinance provisions.
U Providetraining for staff and officialsregarding provisions of new
ordinance.
U Conduct a“oneyear checkup” to addressissues generated by the new
ordinance.

Performance targets

U Eliminate nonconforming freestanding signswithin 3 years (example: 26
of 47 freestanding signson Main Street between 7th Ave. and Dunham
Road are nonconforming)

U Reducethe number of minor "nuisance" map changes and text
amendments per year by 75% (from 15to 4).

O Increaserating of "Managing devel opment to maintain community values'
inPriorities Survey from 2.74 to 2.65 within two years.

Completethelllinoisto Prairie section of the River Corridor Plan.
(FY 2006/07)

Relates to the following citywide goal/s
U Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.
U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.

Strategies
U Providetechnical assistanceto the River Corridor Committee.




Performance targets
U 100 citizensactively engaged in the design, funding, or construction of
the project.
U IncreasePriorities Survey rating for Downtown Riverfront appearance
from2.00t0 1.7.

Ensuretheavailablity of avariety of housingtypesand pricesin the
community. (FY 2005/06)

Relates to the following citywide goal/s
U Only encourage devel opment and redevel opment that significantly
enhancesthe quality of life of residents of our community.
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.

Strategies
U Facilitate"Neighborhood Conservation” organizationsin older
neighborhoods.
U CompleteaHousing NeedsAssessment and aHousing Action Planto
determine housing needs and identify strategiesto addressthose needs.
U Monitor continuing compliance with statelaw regarding affordable
housing.

Performance targets
U Maintain compliancewith IHDA affordable housing standards of 10% of
rental and owner occupied units.
U Increase Priorities Survey rating of "promoting affordable housing”
importancefrom 2.45to 2.35, and satisfaction from 3.15 to 3.0.

Community Development
Objective 3

.. .Continued

Objective 4




Economic Development

Mission

Objective 1

Objective 2

To create abusiness-friendly environment so that existing businesseswill choose
to remain and new businesseswill locateto St. Charles, thereby creating a
variety of goods and servicesfor residents and businesses and ensuring the City
mai ntains abal anced tax base that creates sufficient revenueto providefor City
services.

Advancethe City’sTax Increment Finance District program to facilitate
redevelopment of major vacant propertieswhose condition may be
impairing development. (FY 2006/07)

Relates to the following citywide goal/s

U Engagecitizensregarding the City’svision, mission, plans, programsand
service.

O Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.

O Only encourage devel opment and redevel opment that significantly
enhancesthe quality of life of residents of our community.

O Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.

Strategies
O OverseetheFirst Street Corridor initiative.
Q Identify appropriate devel opment opportunitiesfor theland at the NWC
of Randall Road and IL Route 64 and facilitate development, which will
include transportation alternativesto the Randall/64 intersection.

Performance targets
O Improve Priorities Survey for 2005 citizen satisfaction rating for
“Managing devel opment to maintain community values’ from 2.73to
2.50.
O Improve Priorities Survey for 2005 citizen satisfaction rating for
“Revitalizing of Downtown St. Charles’ from 2.67 to 2.25.

Concentratethe City’sCorridor Improvement Commission’s (CIC) ef-
fortstoimprovetheappearance of strategic &. Charlesroadwaysand
entrancepoints. (FY 2006/07)




Relates to the following citywide goal/s

U Engagecitizensregarding the City’svision, mission, plans, programsand
service.

U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.

U Only encourage devel opment and redevel opment that significantly
enhancesthe quality of life of residents of our community.

U Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.

Strategies

U Expand and modify the CIC and the Four Season Grant Program.

U Reviseand amend grant application materialsand landscaping design
pal ette to encourage more participation by businesses and property
OoWners.

U Implement Auto Dealership Landscaping I mprovement Program.

Performance targets

U Improve Priorities Survey for 2005 citizen satisfaction rating for the
following question: “How do you rate the aesthetics of Main Street
withinthecity limits?’ Increase averagerating from 2.30to 2.00.

U Improve Priorities Survey for 2005 citizen satisfaction rating for the
following question: “How do you rate the aesthetics of Randall Road
withinthecity limits?’ Increase averagerating from 2.65t0 2.35.

U Improve Priorities Survey for 2005 citizen satisfaction rating for the
following question: “How do you rate the aesthetics of Downtown
Riverfront withinthecity limits?’ Increase averagerating from 2.0to
1.7.

Expand the use of technology to promotethe City.

Relates to the following citywide goal/s
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Increaseuseof email communicationsto constituents.
U Enhancetheonline searchable databases.

Economic Development
Objective 2

.. .Continued

Objective 3




Economic Development
Objective 3

.. .Continued

O Increaseresourcesavailableto the Economic Development Department
with accessto other City data, such as GISand City View.

O Explorereliable external data sourcesto advance awareness of changes
inthe businesscommunity.

Performance targets

O Increase e-mail addressesin Employer's Database by 5% from 1,415 to
1,485.

Q Initiate contact with ten businesses per month through Plain Vanilla Shell
web sitefor those seeking to relocateto l1linois.

Q UtilizeInternet yellow pages such as Switchboard.com to identify
targeted businesseswithin a50-mileradius (bakery, shoerepair store);
thenvisit at least four of those businesses per month for the purpose of
expansion of their businessin St. Charles.

O Increase our database and contacts by 100 per year through responses
to Realty Showcase Needs and Wants e-mail distribution.




Human Resources

Develop cost-effective, efficient and proactive strategiesto attract and retain the
highest quality employees by providing competitive compensation and benefits,
fostering career development and training, and creating a healthy work
environment.

Maintain and improve a healthy and safe wor kplace environment.
(FY 2006/07)

Relates to the following citywide goal/s
U Create and maintain aculturethat promotesthe wellnessand
devel opment of employeeswiththeir families.

Strategies
U Performance Measurementsto be established and monitored for
programs and processes already in place.

Performance targets
U Decrease the number of workers' compensation claims by 20% (from 70
claimsto 56).
U Decreaseoverall cost of workers' compensation claims by 10% (from
$1,250,000 to $1,125,000).
U Meet performance measurements established by the Wellness Team.

Enhance customer service and decr ease paperwor k by providing online
open enrollment to employees. (FY 2005/06)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for all through continuing organizational devel opment and enhanced
technology.

Strategies
U Research open enrollment software packages. (Complete)
U Select best option. (Complete)
U Providetraining for new employees, and then full-time employees.
U Implement online enrollment for new hires, then all employees.

Mission

Objective 1

Objective 2




Human Resources
Objective 2

.. .Continued

Objective 3

Objective 4

Performance targets
O Utilization ratefor online enrollment will average 50% of full-time
employees.

Provide competitive and cost-effective health insurancefor full-timeand
retired employees. (FY 2005/06)

Relates to the following citywide goal/s
U Create and maintain aculturethat promotesthewellnessand
devel opment of employeeswiththeir families.

Strategies

Establish aHealth Insurance Team. (Complete)

Review al health insurance options (e.g. consumer-driven health care
plans, etc.).

Collaborate with the Wellness Team.

Send aRequest for Proposal (RFP) to insurance companies.

Update and modify plan design.

Communicate the plan to full-time employeesand retirees.

Analyze and monitor expenses.
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Performance targets
U Result from Employee Survey question, "The City'shealth insurance plan
meets my needs" will show anincreasefrom4.98t05.2.

Collect and analyzedatato ensureall employee benefitsand programs
are meeting and exceeding employee needs and expectations, aswell as
evaluate the cost-advantages of each benefit. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Establish aBenefits Team comprised of across-section of employees.
U Compilerelevant data(employee survey, customer service surveys,
comment cards, exit interview data, and division transfer data).
U Conduct employee focus groupsto determinetheir needsand
expectationsfor each major employee benefit and program offered and
compiledata.




Human Resources
Objective 4

Determine cost of each benefit and program offered. .. .Continued
Evaluate the cost and benefit.

Determine any changes based on the evaluation.
Implement appropriate changes.

Communicate information to employees.

o000 0

Performance targets
U Resultsfrom Employee Survey questionswill show anincreasefrom 5.29
to 5.40.

Establish a Career Development Program toincludejob enrichment, and Objective 5
succession planning. (FY 2006/07)

Relates to the following citywide goal/s
U Create and maintain aculturethat promotesthe wellnessand
development of employeeswiththeir families.

Strategies

Define and devel op components of acareer development program.
Determine what components are applicable for each position.
Develop and implement aplan for each position.

Evaluate and monitor progressasdefined in the plan.

Review and consider components of succession planning.

o000 0

Performance targets
U Resultsfrom the Employee Survey questions, “| believethe City provides
opportunitiesfor advancement,” will show anincreasefrom4.49t0 4.6;
“The City showsastrong interest in my professional growth and
development,” will show anincreasefrom4.38t04.5; and “My
department’s management shows agreat deal of respect for my skillsand
abilities,” will show anincreasefrom5.16t05.3.




Finance

Mission

Objective 1

Provide exceptional customer serviceto residents, City departments and other

governmental entitiesthrough:

» Providingtimely information, billing and collectionson utility accounts.

» Procuring materials at the best possible cost.

» Stocking needed items and maintaining acceptableinventory levels.

» Monitoring financial activity, maintaining procedural controls, and ensuring
fiscal responsibility.

Improvesatisfaction level of inter nal and exter nal customer swith
Finance Department functions. (FY 2006/07)

Relates to the following citywide goal/s
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.
U Provide customer-focused city servicesthat areresponsive and efficient
for all through continuing organizational development and enhanced
technology.

Strategies

0 Conduct accounts payable and purchasing training as part of orientation
for new employees.
Provide customerswith easy accessto the City’sfinancial reports.
Provide customersweb site accessto the City budget book.
Provide enhancementsto the budget entry system and reporting
capabilitiesto meet the expectations of users.
Provide enhancementsto the ledger system to meet the expectations of
users.

O 000

Performance targets
U Internal Customer Survey question rating service from the Accounting
Divisionisat or above4.0.
U Internal Customer Survey question rating service from the Inventory
Control Divisionisat or above 4.0.
O Internal Customer Survey question rating service from the Purchasing
Divisionisat or above4.0.




I ncrease management’saccessto employeeinformation. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Implementation of Lawson Payroll Self-Service.

Performance targets
U Survey managersto determineif the new system meetstheir needs. 75%
of managers surveyed should indicate“ very satisfied” with the new
program.

Enhance employee accessto and control of their own payroll infor mation.
(FY 2008/09)

Relates to the following citywide goal/s
U Provide customer-focused City servicesthat areresponsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Implementation of Lawson Payroll Self-Service.

Performance targets
U Survey employeesto determineif the new system meetstheir needs.
75% of staff should indicate” very satisfied” with the new program.

Full compliancewith thefinancial reportinginfrastructureimplementation
requirements. (FY 2007/08)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Establish the best meansof complying with the new reporting
requirements.

Finance
.. .Continued
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Finance
Objective 4

.. .Continued

Objective 5

Objective 6

Performance targets
O Implementation of GASB34 requirementsfor total infrastructure
inventory by FY 2007/08.

Increasethe efficiency and accuracy of capturing costsof city servicesin
order to beaccountableto citizens. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat areresponsive and efficient
for al through continuing organi zational development and enhanced
technology.

Strategies
U Develop new work order system for Electric Division.

Performance targets
U Reducetimeto record and enter work order information by 75%.
O Survey managersand clerical staff to determineif new system provides
much greater efficienciesthan existing system. 75% of staff surveyed
shouldindicate” very satisfied” with new programs.

Increase optionsfor Utility Billing customer sto access account
information. (FY 2005/06)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat areresponsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
O Create system for acceptance of payment on Internet.
U Createautomatic notification viae-mail that the current utility bill is
availableonline.

Performance targets
O Priorities Survey resultsreflect asatisfaction rating of 1.8 or lessfor
Utility Billing services.




Police Department

We protect and serve our community with respect and acommitment to
excellence.

I ncrease citizen awar enessand participation in the prevention, solution,
and resolution of crimethrough pro-activerelationships. (FY 2005/06)

Relates to the following citywide goal/s

U Createadistinctive physical environment that reflectsthe pride of the
community and supports ahealth environment.

U Engagecitizensregarding the City’svision, mission, plans, programsand
service.

U Provide customer-focused city servicesthat are responsive and efficient
for all through continuing organizational devel opment and enhanced
technology.

Strategies
U Useavariety of available mediato publicize crime prevention methods.
U Expand the community restitution program to provide greater assistance
to thecommunity.
U Establish apartnership with the Hispanic community.
U Expand crime prevention resources.

Performance targets
U FromthePriorities Survey question, “ Police services, responding to
citizen cals,” theaveragefor thiscategory will improvefrom 1.61 to
1.59.

Utilize availabletechnology to improvethedelivery of police servicesto
thecommunity. (FY 2005/06)

Relates to the following citywide goal/s
U Provide customer-focused City servicesthat areresponsive and efficient
for all through continuing organizational devel opment and enhanced
technology.

Strategies
U Research dternative means of reporting.

Mission

Objective 1

Objective 2




Police Department
Objective 2

.. .Continued

Objective 3

Objective 4

O Implement next phase of the mobile datacomputer for report writing.
Q Identify availableinformation from the new CAD system.

Q Implement in-car digital recording.

O Implement additional radio frequencies.

Performance targets
QO FromthePriorities Survey question, “ Policing of the community through
patrols,” the averagefor thiscategory will improvefrom 2.23to 2.20.

Utilizeemployee expertiseto enhance police services. (FY 2005/06)

Relates to the following citywide goal/s
U Create and maintain aculturethat promotesthewellnessand
devel opment of employeeswiththeir families.
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies

O Support aproblem-oriented-policing philosophy in addressing
community iSsues.
Execute changesto the Field Training Officer program.
Implement the probationary officer mentoring program.
Promoteinternal sharing of specialized skills.
Evaluate and enhance the career devel opment program.
Evaluate manpower levelsto identify needed resources.
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Performance targets
U Resultsfromthe Priorities Survey question, “Investigating and solving
crimes,” will improve from an average of 2.12t0 2.09.

Increasetraffic safety on publicroadswithin the community.
(FY 2005/06)

Relates to the following citywide goal/s
U Create adistinctive physical environment that reflects the pride of the
community and supports a healthy environment.
U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.
U Engagecitizensregarding the City’svision, mission, plans, programsand
service.




Strategies
U Redefinetheroleof the Traffic Unit.
U Identify thetop three accident locationsin order to reduce personal
injury accidentsat thoselocations.
U Develop an effective deployment of traffic enforcement targeting
collector and through streets.
U Providetraffic safety education.

Performance targets
U Resultsfromthe Priorities Survey question, “ Enforcing traffic and parking
laws,” will improve from an averagerating of 2.16 to 2.10.

Police Department
Objective 4

.. .Continued




Fire Department

Mission

Objective 1

Sewar dship - Exceed our existing high level of service by providing adequate
staffing, training and equipping of firefightersat specific locationswithin thecity
to create a better future.

Engagement - Involve and empower al levelsof the Fire Department personnel
in the department’sgoverning process. Thiswill promote a strong sense of
teamwork, while encouraging development of leadership skills.

Collabor ation - Work in partnership with department members, al other City
departments, and outside agenciesto provide practical solutionsfor continuous

improvement.

Inorderto...
> Exceedthehighlevel of emergency services.
Foster cooperation, not competition.
Instill astrong sense of community.
Work together to create effective solutions.
Providefor asafe and secure community.
Shapethefuturefrom our heritage.
Actively seek thereduction of fire occurrencesand injury through public
safety education, fire prevention programs, and code enforcement.
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ReplaceFire Station #1in order to provide efficient and effective
responseto emergenciesand to provide a safe and healthy work
environment. (FY 2006/07)

Relates to the following citywide goal/s
O Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technology.
O Create and maintain aculturethat promotesthewellnessand
development of employeeswith their families.

Strategies
Q Initiatecommand staff review of current facility for operational
deficiencies.




U Solicit department membersfor input in the design process.
U Present findingsfor comment and approval.

Performance targets
U Maintaincitizens satisfaction rating for responding tofiresat 1.38 or
better.
U Maintain a4- to 6-minuteresponsetimein Station 1'sdistrict.
U Increasetherating of 5.21t0 5.50 or better on Employee Survey
guestion, “The City provides me with the work space, equipment and
tools necessary to perform at my best.”

I mplement a compr ehensive management r eplacement program in order
toensurereliableand effective apparatusand equipment. (FY 2005/06)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.
U Create and maintain aculturethat promotesthe wellnessand
development of employeeswiththeir families.

Strategies
U Replacethe 1996 utility brush truck with astate-of-the-art brush vehicle
aspart of theregular equipment replacement plan.
U Replace Engine 102 with a state-of-the-art fire engine apparatus as part
of the regular equi pment replacement plan.
U Maintain possession of current Engine 106 for use asthe department’s
sole sparefire apparatus.

Performance targets

U Maintainthefleet at a95% in-service capacity in order to maintain a
rating of 5.21 or better on the Employee Survey question, “The City
provides me with the workspace, equipment, and tools necessary to
perform at my best.”

U Maintainrating of 5.9 or better on the Employee Survey question,
“ Saf ety hazards are taken seriously and corrected or eliminated quickly
inmy department.”

U Maintainor improve Priority Survey rating of 43% Very Satisfied for
“Responding tofires.”

Fire Department
Objective 1
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Objective 2




Fire Department
.. .Continued

Objective 3

Objective 4

Deliver high performance emer gency medical servicesby theFire
Department in order to save morelives, reduce suffering, and expedite
recovery frominjury or illness. (FY 2005/06)

Relates to the following citywide goal/s
O Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technology.
Strategies
O Continue program to maintain and improve personnel certification levels
inemergency medical services.
U Beginimplementation and acquire needed equipment to upgrade Engine
102 to advanced life support status.
O Continuereview of opportunitiestoimprove on Fire Department
provision of enhanced emergency medical services.

Performance targets
O Maintainarating of 1.4 or better on the Priorities Survey in the area of
providing emergency medical services.
O Maintainor improvethe Priorities Survey rating of 43% Very Satisfied
with“Providing Emergency Medical Services.”
O Maintain or improvethe satisfaction rating of 1.41 onthe Priorities
Survey question, “ Provide emergency medical services.”

Adopt theuse of real-time personnel and asset tracking systemsduring
emer gency situationsin conjunction with wir elessdata communications
systemsin order to provide comprehensivefirefighter and resident
safety. (FY 2005/06)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Beginimplementation and use of electronic pre-plan datacollection
system, which includes el ectronic structure diagrams and blueprints.
U Research, evaluate and identify acitywide Wi-Fi solution to provide data
communicationsto firefightersand incident commanders.
O Implement apersonnel and asset tracking system that utilizesthe
electronic pre-plan dataand citywide Wi-Fi system.




Performance targets

Q

Q

Reduce dataentry timefrom a 3-month administrative data-entry lag time
to 8 hoursasaresult of information being captured electronically at the
time of the pre-plan.

Decrease pre-plan query time from over 30 minutesto under aminute by
having accessto electronic pre-planinformation inthefield (replaces
paper-based pre-plan binderslocated in each apparatus).

Track asset and personnel to an accuracy level of 3-5 meterson the
scene of an emergency when three antennaare used and lessthan 1
meter when 5 antennaare used by using awireless mobileincident
command program.

Fire Department
Objective 4
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Public Works

Mission | Public Worksiscommitted to ensuring that our customersreceive quality
servicesthat arereliable, prompt and personalized at any hour of the day or
night.

Objective 1 | Maintainreliableelectric serviceat thecurrent level. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat areresponsive and efficient
for all through continuing organizational development and enhanced
technology.

Strategies
U Improve system capacity by constructing a substation at the southeast
sideindustrial park (Substation #9).
Assess southeast sideindustrial park areafor additional capacity tiesfor
the Dunham Road Substation.
Improvereliability of sub-transmission by upgrading capacity and
installing new feedswhere necessary.
Construct anew feeder from Peck Road substation.
Upgrade capacity between the substation located near City Hall and the
substation located on DuKane Drive.
Develop awest side capacity concept plan.
Split feeder circuitsat the substation located on DuKane Drive.
Split feeder circuits at the substation located near City Hall.
Plan for east side power delivery at 138 kV.
Develop east towest 34.5kV tielines.
Implement System Control and DataAcquisition (SCADA) system.
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Performance targets

U Improvetheelectric System Average Interruption Duration Index
(SAIDI) benchmark to 81.1 (2004 including Excelon was 69.5), and
33.0, both set in 2003 (2004 excluding Excelon was 18.2) for our level
of servicereliability trend.

U Improvethe substation transformer capacity versusannual peak |oad
benchmark ratio to 2.2 (2004 ratio was 2.54).

U Reducethe number of cablefailuresfrom the benchmark of 19, setin
1999, to 16 cablefailures (failuresin 2004 were 10.)




Provide competitively priced electric service. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Implement equitable rateswhich allow customersto reduce costs by
increased efficiency.
U Investigate use of remote meter reading for large power accounts.
U Increasecustomer billing information.

Performance targets
U Maintainthe satisfaction level withthelevel of electric serviceasa
“Good” and “ Excellent” valuefor your money on the Priorities Survey at
more than 80% (rating in 2004 was 81.8%).
U Maintain apercentage variation between kil owatt-hours purchased
versus sold at 3% or less (the 2004 percentage was 3.05%.

Support thedowntown commer cial district (asdefined by Special Service
Area) by providing adequate parking to meet mer chant and customer
needs. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Work with the Economic Devel opment and Community Development
Departments to manage parking needs and implementation for the 1%
Street Corridor Redevel opment Project.
U Perform acomprehensive downtown parking assessment and benchmark
theratio of office/retail area(squarefeet) to the number of parking
spacesin the 1st Street Corridor Redevel opment project.

Performance targets
U Maintain or increase the benchmark ratio of office/retail areato number
of parking spacesinthe Downtown District.
U Maintaintheaverage satisfactionlevel for providing parkinginthe
downtown areaon the Priorities Survey at 2.60.

Public Works
.. .Continued

Objective 2

Objective 3




Public Works

.. .Continued

Objective 4 | Maintaininfrastructurereliability and provideacompetitivevaluefor the
customer sof thewater supply utility. (FY 2009/10)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technology.

Strategies

L Monitor thelL 64 schedulesand plan for water main replacement from
7th Avenue to Dunham Road in conjunction with the IDOT project and
from IL 59to Kautz.
Design and construct Randall Road/IL 64 intersection water mainin
conjunction with Kane County Division of Transportation project.
Construct aradium removal process at the Ohio Avenue well.
Review and update applicable City Code sections.
Investigate and eval uate advantages to obtaining potable water
bacteriological certificationfor laboratory.
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Performance targets
U Maintaintheresponseinthe Priorities Survey for an “ Excellent” and
“Good” rating for water service at 69%.
O Maintain the percentage of water pumped versus water sold at 10% or
less (2004 percentage was 9.17%).

Objective 5 | Maintaininfrastructurereliability and provideacompetitivevaluefor the
customer sof thewastewater supply utility. (FY 2009/10)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies

U Investigate and reconstruct/repair sanitary sewersalong IL 64 between
7" Avenue and Dunham Road in conjunction with the lllinois Department
of Transportation project.

U Investigate and reconstruct/repair sanitary sewersaong Randall Road/IL
64 intersection project in conjunction with the Kane County Division of
Transportation project.

U Review and update applicable City Code sections.




Performance targets

U Maintaintheresponseinthe Priorities Survey for an* Excellent” and
“Good” valuefor sanitary sewer serviceat 77%.

U Maintain the peak to average flows at the Main and Westside
Wastewater Treatment Plants at 3.35 and 0.26 respectively (benchmark
set in 2003).

U Improve permit compliance per million gallons of wastewater treated at
the Main Wastewater Treatment Plant from 99.9999994% (benchmark
set in 2003) to 100%.

U Maintain permit compliance per million gallons of wastewater treated at
the Westside Wastewater Treatment Plant at 100%.

U Maintain the number of milesand percentage of sanitary sewer system
inspected per year at 14 milesand 9%.

Improvetraffic flow and circulation in thecity contemplating future
growth in and outside of thecity’scor poratelimits. (FY 2006/07)

Relates to the following citywide goal/s
U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-
motorized and motorized transportation.

Strategies
U Determinewhether acollector street between Foxfield Driveand Smith
Road isdesired by the City Council.
U Initiate and complete amajority of Phase 1 Engineering for aFox River
Bridge crossing at Red Gate Road between IL 31toIL 25 utilizing
existing funding sources.

Performance targets
U Maintain the 2004 timeframe and number of stopsin passing through the
downtown on either the lllinois corridor (between 7th Avenue and 3rd
Street) or Main Street corridor (between 7th Avenue and 7th Street) to
the established benchmark.

Sreet _ 2003 . 2004
Time/Stops Time/Stops
IL 64 am east 3:16/2 3:09/1.76
IL 64 am west 2:50/2 2:48/1.69
IL 64 p.m. east 2:59/2 3:05/1:65
IL 64 p.m west 4:30/2 3:42/1.33
llinois am. east 2:34/1 2:27/2.24
[llinois a.m. west 2:48/1 2:31/2.37
[llinois p.m. east 2:56/1 3:13/2.58
[llinois p.m. west 3:40/2 3:16/2.28

Public Works
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Public Works
Objective 6
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Objective 7

Objective 8
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Maintain satisfaction level on Priorities Survey for “Improving Traffic
Circulation” for tripsnot requiring acrossing of the Fox River at the
average score of 2.78.

Maintain satisfaction level on Priorities Survey for “Improving City
Streetsand Intersections,” at an average score of 2.44.

Maintain existing roadway infrastructure. (FY 2006/07)

Relates to the following citywide goal/s

U Develop strategiesto enhance saf ety and efficiency of pedestrian, non-

motorized and motorized transportation.
Strategies

U Createamoreformalized street selection processfor the annual street
maintenance program.

Q Continuewith replacement of traffic signalswith LED lamps.

Performance targets

O Maintain satisfactionlevel on Priorities Survey for “Maintaining Existing
Streetsand Sidewalks,” at an average score of 2.23.

U Maintain satisfaction level of service on Priorities Survey for “Keeping
Streets Clean of Dirt and Trash,” at an average score of 1.82.

U Maintain satisfaction level of service on Priorities Survey for “Keeping
the Streets Free of Snow and Ice,” at an average score of 1.74.

U Maintain the cost for street sweeping per street mile and per capitaat
$23.50/mile and $4.80/capita.

U Maintain the cost for snow and ice control per capitaand per inch of
snowfall (all snow event accumulations) at $9.50 per capitaand $10,700
per inch.

U Repair and reconstruct 8% of total municipally owned street miles (two-

lanemiles).

Enhance and expand pedestrian and bicycle movement thr oughout
S. Charlesand adjacent areas. (FY 2006/07)

Relates to the following citywide goal/s

Q

Develop strategiesto enhance safety and efficiency of pedestrian, non-
motorized and motorized transportation.




Public Works

Objective 8
Strategies .. .Continued
Q Install abike pathway finder system.
U Construct apedestrian stairway on thewest side of IL 31 for the Fox
River bikebridge.
U Explore”gaps’ between St. Charlesbike paths and other existing trail
systems.
Performance targets
U Maintain satisfaction level on Priorities Survey for “Making
Improvementsfor Pedestriansand Bicyclists,” at an average score of
2.54.
Objective 9

Updatethe processwe havein placeto promote departmental safety.
(FY 2005/06)

Relates to the following citywide goal/s
U Create and maintain aculture that promotesthewellnessand
devel opment of employeeswiththeir families.

Strategies

U Formalizethemission, goalsand objectivesfor the re-organized Safety
Committee groups.

O Providetraining for the Safety Committee members and supervisorson
accident investigation and documentation.

U Evaluate effectiveness of accident investigation training based onthe
percent of "investigation" documentsreturned to the author dueto
incomplete, unclear or missing elementsof theinvestigation.

U For the calendar year, maintain alog of accident characteristics,
frequency and workers' compensation cost by division and compareto
thehistory.

O Actively promote Wellness Team programs.

Performance targets

U Maintain athree-year average workers compensation cost per
department full-time equivalent member at $4,315. (The 2004 costs
were $2,183. Thisinformation was provided by CCMSI and includes
adjustmentsthrough 12/31/04.)

U Maintain athreeyear average workers compensation cost per accident
of $8,450. (The 2004 costswere $8,162. Thisinformation was
provided by CCM Sl and includes adjustments through 12/31/04.)




Public Works
.. .Continued

Objective 10

Objective 11

Createan environment of exceptional maintenanceand security inthe
downtown special servicearea. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technology.

Strategies

U Develop procedures and practicesto ensure al public areasarelitter-
free seven days of theweek.

U Evaluateaternativesto providing asafe and clean environment for
problem areas (e.g., security cameras, foot patrols).

U Evauatedternativesfor improving security and cleanliness of parking
decks.

U Develop proceduresthat specify when to replace and repair street
furnituresoitisawayswell-maintained (e.g., replace street furniture that
shows 10% fading, paint peeling, etc.).

U Develop proceduresto ensure bridges, streetlights and public walkways
arefreeof all debris(e.g., spiderwebs, goose pellets).

U Develop proceduresto ensure landscaping and plants are well -
maintai ned.

Performance targets
U Addaquestionto the Priorities Survey, “ Overall, how would you rate
the cleanliness of the downtown area?’” Therating should be 2.00 or
lower.
O Limittheaverage cost to maintain parking decks at $75 per parking
space or lower.

Expanded/renovated Public Wor ksfacility to meet the needs of the
community for thenext 20years. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat areresponsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
O Implement planning and construction project.




Performance targets
U Increasetherating of the question on the Employee Survey for the Public
Works Department, “1 have been provided with the workspace | need to
perform at my best,” from 4.75t0 5.25.

Construct an expanded Downtown City Hall facility (fir e station and
Century Station) to meet the needs of the community for the next
20years. (FY 2006/07)

Relates to the following citywide goal/s
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Implement Century Station remodeling for move-in. (Complete)
U Implement Fire Station No. 1 land use and building plan preparation and
construction.

Performance targets
U Increasetherating on the Employee Survey for the Fire Department on
the question, “| have been provided with the workspace | need to
perform at my best,” from 4.67 to 5.00.

Construct 1st Street Redevelopment Project. (FY 2008/09)

Relates to the following citywide goal/s
U Createadistinctive physical environment that reflectsthe pride of the
community and supportsahealthy environment.
U Provide customer-focused city servicesthat are responsive and efficient
for al through continuing organi zational development and enhanced
technol ogy.

Strategies
U Completetasks perparing for the management of publicinfrastructure
construction initiation to servicethe 1st Street Redevel opment Project.

Performance targets
U Improvethe satisfaction rating on the Priorities Survey question,
“Providing (convenient) parking in downtown area,” from 2.68 to 2.25.

Public Works
Objective 11

.. .Continued

Objective 12

Objective 13




Public Works
Objective 13

.. .Continued O Improvethe satisfaction rating on the Priorities Survey question,
“Revitalizing downtown St. Charles,” from 2.86to 2.25.

O Improvetherating onthe Priorities Survey question, “Overall, how
would you rate the appearance of the following areas within the City
limits--downtown riverfront,” from 2.00to 1.80.
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If we could first know where we are, and whither we are tending,
we could better judge what to do and how to do it.

- Abraham Lincoln
16th President of the United States



FY 2004/05 Results by Department

Prior | Target | Actual Comments
Information Systems No objectivesto be
completed by FY
04/05.
Community
Development

Enhance Building and Zoning customers' understanding of code
requirements and staff understanding of customer needs.

Improve rating on
Priorities Survey item,
"Inspecting buildings and
enforcing city code
requirements,” to 2.25. 2.39 2.25 2.38

Economic Development

Facilitate industrial and commercial development to meet the economic
needs of St. Charles and maintain a balanced tax base.

Improve Priorities Survey
satisfaction rating for
"appropriate devel opment
on Randall Road and East
Main Street" from an
average 3.10 to 2.95. 3.10 2.95 2.93

Improve Priorities Survey
satisfaction rating for
"managing development
to maintain community
values' from 2.73 to 2.50. 2.73 2.50 2.74




Results by Department
.. .Continued

Prior | Target | Actual Comments

Human Resour ces
Research affordable health insurance options for retirees.

Add question to the
Employee Survey, "The
Retiree Health Insurance
program will be

beneficial to me once Question was not
retire.” Responsesto the added sinceonly a
guestion on the Employee small portion of the
Survey should show an employees are
average rating of 5.30 (on currently included
ascaeof 7.0) n/a n/a n/a|in the program.

Foster an environment where supervisors can perform at their best.

Post-needs assessment
survey with average

rating of 6.0 (on scale of Not available until

7.0). n/a 6.00 n/a| after May 1, 2005.
Scale changed to
5.0. Avg. of 4.5
will bedifficult to

Training evaluations attain because of

show an average rating of variety of

2.7 (on scale of 3.0). n/a 450 4.09 | questions.

Finance

I mprove satisfaction level of internal and external customers with respect to
Finance Department functions.

Internal Customer Survey
guestion rating service
from the Accounts
Payable areais at or
above 4.0. 3.38 4.00 3.90




Internal Customer
Survey question rating
service from the
Inventory Control areais
at or above 4.0.

Internal Customer
Survey question rating
service from the
Purchasing Division is at
or above 4.0.

I ncrease options for utility billing customers to access account information.

Priorities Survey results
reflect a satisfaction of
1.8 or lessfor Utility
Billing.

Police

I mprove the relationship
Department.

From the Priorities
Survey question, "Police
services, responding to
citizen cals," the
average for this category
will improve from 1.64
to 1.59.

Increase participation of
crime prevention
programs by 10 percent
from 3,300 to 3,600
participants.

Prior

3.76

4.09

1.79

1.64

3,300

Target

4.00

4.00

1.80

1.59

3,600

Actual

3.85

4.44

1.78

between the St. Charles comm

161

3,920

Comments

unity and the Police

Results by Department
Finance Department

.. .Continued




Results by Department
Police Department

.. .Continued

Focus on employee development to enhance police services.

Results from the
Employee Survey
guestion, "My supervisor
provides me with the
necessary information
and direction to
effectively accomplish
my work," has an
average rating of 4.9.

I ncrease traffic safety on

From the Priorities
Survey question,
"Enforcing traffic and
parking laws," the
average for this
catergory will improve
from 2.23 to 2.19.

Increase the current
traffic enforcement
index, which measures
enforcement of
violations cited at
crashes, from 14to a
minimum of 17.

Encourage citizen awareness in the preventio

From the Priorities
Survey question,
"Preventing vandalism to
property within the city,"
the average rating for
this category will
improve from a 2.46 to
2.35.

Prior

4.68

public roads within

2.23

14

2.46

Target

4.90 4.75
the comm

2.19 2.16
17 15

2.35

Actual

Comments

unity.

n and solution of crime.

2.30




Fire

Prior

Target

Actual

Comments

Consistently staff the Fire Department at a level which will enable the
department to deliver efficient, timely, and eff

Reduce acting out of
rank by $7,000.

Increase available
firefighters/ paramedics
by 73% (from 8 to 14).

Reduce officer overtime
by $25,000.

Improve rating on
question from Employee
Survey, "I believe the
City provides
opportunities for
advancement,” from an
average of 4.12 to 5.00.

$11,197

4.12

$12,000

14

5.00

€ective emergency Services.

n/a

19

5.30

Labor contract did
not provide ability
to make adj.

I mprove the effectiveness of the Fire Prevention Bureau with the creation,
implementation and operation of comprehensive fire inspections and public

education programs.

Complete new
construction inspections
within 3 days.

Complete required plan
reviews within 7 days,
reduced from 14
(reduction of 50%).

Complete devel opment
reviewsin 7 days
(reduced from 21 days).

Reduce Fire Prevention
Bureau overtime costs by
15%, from $23,392 to
$19,884.

14

21

$23,392

$19,884

$9,563

Results by Department

.. .Continued




Results by Department
Fire Department

.. .Continued

Improve Priorities
Survey satisfaction
rating on "Preventing
fire through safety
inspections” from 1.89 to
1.60.

Prior

1.89

Target

1.60

Actual

1.81

Comments

Provide the department with reliable and effective fire apparatus and
equipment through a comprehensive management, maintenance, repair and

replacement program.

Reduce overtime costs
for maintenance by 20%
from $31,125 to
$24,000.

Schedule 95% of repair
or maintenance requests
within 24 hours by
November 1, 2004, an
improvement from the
current 33% dueto
mechanic's increased
hours.

$31,125

33%

$24,000

95%

n/a

n/a

Based on strategy
of hiring a
mechanic, which
was not approved.

Based on strategy
of hiring a
mechanic, which
was not approved.

Provide a formal mechanism for relocating the Fire Department forward by
preparing and planning for the present and future needs of the Department.

Develop and present
strategic plan for
department by January 1,
2005.

Issue new standard
operating guidelines by
August 1, 2004.

Improve rating from
Employee Survey
guestion, "1 understand
my Department's mission
and goals, "from 5.23 to
5.5.

n/a

n/a

5.76

1/1/2005

8/1/2004

5.50

1/1/2005

8/1/2004

6.50




Improve rating from
Employee Survey
guestion, "I understand
the rationale for my
Department's
management decisions,”
from 4.31 to 4.75.

Public Works

Maintain existing roadway infrastr

Maintain satisfaction
level on Priorities Survey
for "maintaining existing
streets and sidewalks' at
an average score of 2.19.

Maintain satisfaction
level of service on
Priorities Survey for
"keeping streets clean of
dirt and trash" at an
average score of 1.96.

Maintain satisfaction
level of serviceon
Priorities Survey for
"keeping the streets free
of snow and ice" at an
average of 1.95.

Target a benchmark for
street sweeping
maintenance based on
the cost per street mile
and cost per capita at
$23.50/mile and $4.80
per capita.

Prior

411

2.19

1.96

1.95

$23.17
& $4.76

Target

4.75

ucture.

2.19

1.96

1.95

$23.5

& $4.80

Actual

441

2.23

1.82

1.74

$29.13
& $5.89

Comments

Results by Department
Fire Department

.. .Continued




Results by Department
Public Works Department

.. .Continued

Target a benchmark for
street snow and ice
control based on the cost
per capita and cost per
inch of snowfall (al
snow event
accumulations) at $9.50
per capitaand $10,700
per snowfall.

Prior

$9.45
&
$10,663

Target

$9.50
&
$10,700

Actual

$10.20
&
$11,517

Comments

2003/04 winter had
many incidents
with minimum
snow accumulation.

Implement a process for planning, planting and maintenance of City

trees.

Create a Priorities
Survey question relating
to the importance and
satisfaction with current
parkway tree planting
maintenance, and target
a benchmark average
rating of importance at
2.5.

Create aPriorities
Survey question relating
to the importance and
satisfaction with current
parkway tree planting
maintenance and target a
benchmark average
rating of satisfaction at
2.0.

n/a

n/a

2.50

2.00

2.07

2.28

Update the process we havein place to promote department safety.

Decrease the average
workers' compensation
cost per department, full-
time equivaent member,
from $4,541 to $4,315.

$4,541

$4,315

$2,183




Decrease the average
workers' compensation
cost per accident from
$8,992 to $8,450.

Prior | Target

$8,992

$8,451

Actual

$8,164

Comments

Results by Department
Public Works Department

.. .Continued




Objectives and Targets by Citywide Goals

City Goal #1.:
Create a

distinctive physical
environment that
reflects the pride of
the community and
supports a healthy
environment.

Objective

Advance the City’s Tax
Increment Finance District
program to facilitate
redevelopment of major vacant
properties whose condition
may be impairing
development.

Completethe lllinoisto Prairie
section of the River Corridor
Plan.

Concentrate the City’s
Corridor Improvement
Commission’s (CIC) effortsto
improve the appearance of
strategic St. Charles roadways
and entrance points.

Target

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Managing
development to maintain community
values,” from 2.73 to 2.50.

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Revitalizing of
Downtown St. Charles’ from 2.67 to 2.25.

100 citizens actively engaged in the design,
funding, or construction of the project.

Increase Priorities Survey rating for
“Downtown Riverfront appearance,” from
20to 1.7.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of
Downtown Riverfront within the city
limits?’ Increase average rating from 2.0 to
1.7.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Main
Street within the city limits?” Increase
average rating from 2.30 to 2.00.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Randall
Road within the city limits?” Increase
average rating from 2.65 to 2.35.




Objective

Construct 1st Street
Redevelopment Project.

Improve the efficiency and
effectiveness of development
and construction-related
review, permitting, and
inspection processes.

Increase citizen awareness and
participation in the prevention,
solution, and resolution of
crime through a pro-active
relationship.

Increase traffic safety on
public roads within the
community.

Target

Improve the rating on Priorities Survey
question, "Overall, how would you rate the
appearance of the following areas within the
city limits -- downtown riverfront," from
2.00 to 1.80.

Improve the satisfaction rating on the
following question from the Priorities
Survey, "Revitalizing downtown

St. Charles," from 2.86 to 2.25.

Improve the satisfaction rating on the
following Priorities Survey question:
"Providing (convenient) parking in
downtown area," from 2.68 to 2.25.

80% of those who have used the online
system say it is a convenient way to get
accurate, up to date information about their
permits and inspections (based on a survey
of users).

20% or more of permit applicants have
accessed permit or inspection information
online at least once within the first year of
implementation.

From the Priorities Survey question "Police
services, responding to citizen calls," the
average for this category will improve from
1.61 to 1.59.

From the Priorities Survey question,
"Enforcing traffic and parking laws," the
average for this category will improve from
2.16 to 2.10.

City Goal #1
Objectives and Cargets

.. .Continued




City Goal #1
Objectives and Targets

.. .Continued

g[fy Gﬂﬂ/ #2.
Create and maintain
a culture that
promotes the
wellness and
development of
employees with their
families.

Objective

Improve the effectiveness of
the St. Charles Zoning
Ordinance for all users.

Objective

Establish a Career
Development Program to
include job enrichment, and
succession planning.

Implement a comprehensive
management replacement
program in order to ensure
reliable and effective apparatus
and equipment.

Target

Eliminate nonconforming freestanding signs
within 3 years (example: 26 of 47
freestanding signs on Main Street between
7th Ave. and Dunham Road are
nonconforming).

Increase rating of "Managing development to
maintain community values" in Priorities
Survey from 2.74 to 2.65 within two years.

Reduce the number of minor "nuisance" map
changes and text amendments per year by
75% (from 15 to 4).

Target

The question from the Employee Survey, "I
believe the City provides opportunities for
advancement," will show an increase from
4.49 to 4.6.

Results from the Employee Survey question,
"The City shows a strong interest in my
professional growth and development," will
show an increase from 4.38 to 4.5.

Results from the Employee Survey question,
"My department's management shows a great
deal of respect for my skills and abilities,"
will show an increase from 5.16 to 5.3.

Maintain the fleet at a 95% in-service
capacity in order to maintain a rating of 5.21
or better on the Employee Survey question
“The City provides me with the workspace,
equipment, and tools necessary to perform at
my best.”




Objective

Implement a comprehensive
management replacement
program in order to ensure
reliable and effective apparatus
and equipment.

Maintain and improve a
healthy and safe workplace
environment.

Provide competitive and cost-
effective health insurance for
full-time and retired
employees.

Provide new avenues to better
understand employee concerns
and suggested improvements.

Target

Maintain Employee Survey rating of 5.9 or
better for the question, “Safety hazards are
taken seriously and corrected or eliminated
quickly in my Department.”

Maintain or improve Priorities Survey rating
of 43% Very Satisfied with “Responding to
fires.”

Decrease the number of workers'
compensation claims by 20% (from 70 to 56
claims).

Decrease overall cost of workers'
compensation claims by 10% (from
$1,250,000 to $1,125,000).

Meet performance measurements established
by the Wellness Team.

Result from Employee Survey question,
"The City's health insurance plan meets my
needs," will show an increase from 4.98 to
5.2.

Improve rating on question from Employee
Survey, "My department's management is
interested in my suggestions for making the
City more effective, even if they are contrary
to existing policies and opinions," from a
rating of 4.35 to 4.75. The actual is 4.52
High.

Improve rating on question from Employee
Survey, "In my department, there is good
communication between management and
employees," from an average rating of 4.31
to 4.75. The actual is 4.64 High.

City Goal #2
Objectives and Cargets

.. .Continued




City Goal #2
Objectives and Targets

.. .Continued

Objective

Replace Fire Station #1 in
order to provide efficient and
effective response to
emergencies and to provide a
safe and healthy work
environment.

Update the process we have in
place to promote departmental
safety.

Utilize employee expertise to
enhance police services.

Target

Increase the rating of 5.21 to 5.50 or better
on Employee Survey question, "The City
provides me with the work space, equipment,
and tools necessary to perform at my best."

Maintain a 4 to 6 minute response time in
Station #1’s district.

Maintain citizen satisfaction rating for
responding to fires at 1.38 or better.

Maintain a three-year average workers’
compensation cost per accident of $8,450
(2004 costs was $8,162). (Information
provided by CCMSI and includes
adjustments through 12/31/04.)

Maintain a three-year average workers’
compensation cost per department full-time
equivalent member at $4,315 (2004 costs
were $2,183). (Information provided by
CCMSI and includes adjustments through
12/31/04.)

From the Priorities Survey question,
"Investigating and solving crimes," the
average for this category will improve from
2.12 t0 2.09.




Objective

Advance the City’s Tax
Increment Finance District
program to facilitate
redevelopment of major vacant
properties whose condition
may be impairing
development.

Complete the Illinois to Prairie
section of the River Corridor
Plan.

Concentrate the City’s
Corridor Improvement
Commission’s (CIC) efforts to
improve the appearance of
strategic St. Charles roadways
and entrance points.

Enhance and expand
pedestrian and bicycle
movement throughout

St. Charles and adjacent areas.

Target

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Managing
development to maintain community
values,” from 2.73 to 2.50.

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Revitalizing of
Downtown St. Charles,” from 2.67 to 2.25.

Increase Priorities Survey rating for
Downtown Riverfront appearance from 2.00

to 1.7.

100 citizens actively engaged in the design,
funding, or construction of the project.

Improve Priorities Survey for 2005 citizen

satisfaction rating for the following question:

“How do you rate the aesthetics of
Downtown Riverfront within the city
limits?” Increase average rating from 2.0 to
1.7.

Improve Priorities Survey for 2005 citizen

satisfaction rating for the following question:

“How do you rate the aesthetics of Randall
Road within the city limits?” Increase
average rating from 2.65 to 2.35.

Improve Priorities Survey for 2005 citizen

satisfaction rating for the following question:

“How do you rate the aesthetics of Main
Street within the city limits?” Increase
average rating from 2.30 to 2.00.

Maintain satisfaction level on Priorities
Survey for "Making improvements for
pedestrians and bicyclists" at an average
score of 2.54.

Objectives and Cargets
. . .Continued

City Goal #3:
Develop strategies fo
enhance safety and
efficiency of
pedestrian, non-
motorized and
motorized
fransportation.




City Goal #3
Objectives and Targets

.. .Continued

Objective

Improve traffic flow and
circulation in the city,
contemplating future growth in
and outside of the city’s
corporate limits.

Increase traffic safety on
public roads within the
community.

Maintain existing roadway
infrastructure.

Target

Maintain the 2004 timeframe and number of
stops in passing through the downtown on
either the Illinois or Main Street Corridors
between 7th Avenue and 3rd Street (Illinois
Corridor) or 7th Avenue and 7th Street
(Main Street Corridor) to the established
benchmark.

2003 2004
Street Min/Stops Min/Stops
IL64am. E 3:16/2 3:09/1.76

IL 64 am. W 2:50/2 2:48/1.69
IL64p.m. E  2:59/2 3:05/1.65
IL64p.m. W 4:30/2 3:42/1.33
IL St.tam. E 2:34/1 2:27/2.24
IL St.am. W 2:48/1 2:31/2.37
IL St.p.m. E  2:56/1 3:13/2.58

IL St. p.m. W 3:40/2  3:16/2.28

Maintain satisfaction level on Priorities
Survey for "improving traffic circulation" for
trips not requiring a crossing of the Fox
River at the average score of 2.78.

Maintain satisfaction level on Priorities
Survey for "Improving city streets and
intersections," at the average score of 2.44.

From the Priorities Survey question,
"Enforcing traffic and parking laws," the
average for this category will improve from
2.16 to 2.10.

Repair and reconstruct 8% of total
municipally owned street miles (two-lane
miles).

Maintain the cost for snow and ice control
per capita and per inch of snowfall (all snow
event accumulations) at $9.50 per capita and
$10,700 per inch.

Maintain the cost for street sweeping per
street mile and per capita at $23.50/mile and
$4.80/capita.




Objective

Maintain existing roadway
infrastructure.

Provide access to the GIS
(Geographic Information
System) for all City computer
users.

Objective

Advance the City’s Tax
Increment Finance District
program to facilitate
redevelopment of major vacant
properties whose condition
may be impairing
development.

Complete the Illinois to Prairie
section of the River Corridor
Plan.

Target

Maintain satisfaction level of service on
Priorities Survey for "Keeping the streets
free of snow and ice" at an average score of
1.74.

Maintain satisfaction level on Priorities
Survey for "Maintaining existing streets and
sidewalks" at an average score of 2.23.

Maintain satisfaction level of service on
Priorities Survey for "Keeping streets clean

of dirt and trash" at an average score of 1.82.

80% of Internal Customer Satisfaction
Survey respondents give ratings of "Good"
or "Excellent" on questions regarding GIS.

Target

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Managing
development to maintain community
values,” from 2.73 to 2.50.

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Revitalizing of
Downtown St. Charles,” from 2.67 to 2.25.

100 citizens actively engaged in the design,
funding, or construction of the project.

Increase Priorities Survey rating for
“Downtown Riverfront appearance,” from
2.00 to 1.7.

City Goal #3
Objectives and Cargets

.. .Continued

g[fy Gﬂﬂ/ #4-
Engage citizens
regarding the City’s
vision, mission,
plans, programs
and service.




City Goal #4
Objectives and Targets

.. .Continued

Objective

Concentrate the City’s
Corridor Improvement
Commission’s (CIC) efforts to
improve the appearance of
strategic St. Charles roadways
and entrance points.

Ensure the availability of a
variety of housing types and
prices in the community.

Expand the use of technology
to promote the City.

Target

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of
Downtown Riverfront within the city
limits?” Increase average rating from 2.0 to
1.7.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Randall
Road within the city limits?” Increase
average rating from 2.65 to 2.35.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Main
Street within the city limits?” Increase
average rating from 2.30 to 2.00.

Maintain compliance with IHDA affordable
housing standards of 10% of rental and
owner occupied units.

Increase Priorities Survey rating of
"promoting affordable housing" importance
from to 2.45 to 2.35, and satisfaction from
3.15t0 3.0.

Increase e-mail addresses in Employers
Database by 5% from 1,415 to 1,485.

Increase our database and contacts by 100
per year through responses to Realty
Showcase Needs and Wants e-mail
distribution.

Utilize Internet yellow pages such as
Switchboard.com to identify targeted
businesses within a 50-mile radius (bakery,
shoe repair store). Then, visit at least four of
those businesses per month for the purpose
of expansion of their business in St. Charles.




Objective

Expand the use of technology
to promote the City.

Improve efficiency of
operations through greater
utilization of web site and
network.

Improve satisfaction level of
internal and external customers
with Finance Department
functions.

Target

Initiate contact with ten businesses per
month through the Plain Vanilla Shell web
site for those seeking to relocate to Illinois.

Add a question under "Freedom to
Work/Quality of Work Environment" on the
Employee Survey that states, "The City
provides me with sources to access the
information I need to effectively perform my
job." The rating should be 4.00 or better.

Increase the percentage of respondents to the
Priorities Survey question, "Have you visited
the City web site or community web site
within the last 6 months?" from 12% for City
to 20%, and from 6.4% for community to
10%.

Add a question to the Priorities Survey under
the importance and satisfaction section with
regard to the Resident Guide, City web site,
community web site and newsletter.
Eliminate the general question about
"Making it easier to get information about
City services.” The community and City
web site questions should show a satisfaction
rating of 1.90.

Internal Customer Survey question rating
service from Purchasing Division is at or
above 4.0.

Internal Customer Survey question rating
service from the Accounting Division is at or
above 4.0.

Internal Customer Survey question rating
service from the Inventory Control Division
is at or above 4.0.

City Goal #4
Objectives and Cargets

.. .Continued




City Goal #4
Objectives and Targets
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Objective

Improve the effectiveness of
the St. Charles Zoning
Ordinance for all users.

Increase citizen awareness and
participation in the prevention,
solution, and resolution of
crime through a pro-active
relationship.

Increase traffic safety on
public roads within the
community.

Make more effective use of
external communications
methods (e.g. City newsletter,
etc.).

Target

Reduce the number of minor "nuisance" map
changes and text amendments per year by
75% (from 15 to 4).

Increase rating of "Managing development to
maintain community values" in Priorities
Survey from 2.74 to 2.65 within two years.

Eliminate nonconforming freestanding signs
within 3 years (example: 26 of 47
freestanding signs on Main Street between
7th Ave. and Dunham Road are
nonconforming).

From the Priorities Survey question "Police
services, responding to citizen calls," the
average for this category will improve from
1.61 to 1.59.

From the Priorities Survey question,
"Enforcing traffic and parking laws," the
average for this category will improve from
2.16 to 2.10.

Improve the satisfaction rating on the
Priorities Survey question, "Making it easier
to get information about city services," from
2.05 to 1.90. (Actual 2.08)

Rating on the Priorities Survey question,
"Overall, how would you rate the value you
receive for your city tax dollar?" should be
2.00 or lower.

Rating on the Priorities Survey question,
"How would you describe the city of

St. Charles as a place to live?" should be 1.5
or lower.




Objective

Make more effective use of
external communications
methods (e.g. City newsletter,
etc.).

Objective

Advance the City’s Tax
Increment Finance District
program to facilitate
redevelopment of major vacant
properties whose condition
may be impairing
development.

Concentrate the City’s
Corridor Improvement
Commission’s (CIC) efforts to
improve the appearance of
strategic St. Charles roadways
and entrance points.

Target

Add a question to the Priorities Survey under
the importance and satisfaction section with
regard to the Resident Guide, web site and
newsletter. Eliminate the general question
about "Making it easier to get information
about City services." The newsletter
question should show a satisfaction rating of
2.00. (Actual 1.72)

Target

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Managing
development to maintain community
values,” from 2.73 to 2.50.

Improve Priorities Survey for 2005 citizen
satisfaction rating for “Revitalizing of
Downtown St. Charles,” from 2.67 to 2.25.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of
Downtown Riverfront within the city
limits?” Increase average rating from 2.0 to
1.7.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Main
Street within the city limits?” Increase
average rating from 2.30 to 2.00.

Improve Priorities Survey for 2005 citizen
satisfaction rating for the following question:
“How do you rate the aesthetics of Randall
Road within the city limits?” Increase
average rating from 2.65 to 2.35.

City Goal #4
Objectives and Cargets
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City Goal #35:
Only enconrage
development and
redevelopment that
significantly
enhances the quality
of life of residents
of our community.




City Goal #5
Objectives and Targets
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Objective

Ensure the availability of a
variety of housing types and
prices in the community.

Improve the effectiveness of
the St. Charles Zoning
Ordinance for all users.

Improve the efficiency and
effectiveness of development
and construction-related
review, permitting, and
inspection processes.

Target

Maintain compliance with IHDA affordable
housing standards of 10% of rental and
owner occupied units.

Increase Priorities Survey rating of
"promoting affordable housing" importance
from 2.45 to 2.35, and satisfaction from 3.15
to 3.0.

Eliminate nonconforming freestanding signs
within 3 years (example: 26 of 47
freestanding signs on Main Street between
7th Ave. and Dunham Road are
nonconforming).

Reduce the number of minor "nuisance" map
changes and text amendments per year by
75% (from 15 to 4).

Increase rating of "Managing development to
maintain community values" in Priorities
Survey from 2.74 to 2.65 within two years.

80% of those who have used the online
system say it is a convenient way to get
accurate, up-to-date information about their
permits and inspections (based on a survey
of users).

20% or more of permit applicants have
accessed permit or inspection information
online at least once within the first year of
implementation.




Objective

Adopt the use of real-time
personnel and asset tracking
systems during emergency
situations in conjunction with
wireless data communications
systems in order to provide
comprehensive firefighter and
resident safety.

Collect and analyze data to
ensure all employee benefits
and programs are meeting and
exceeding employee needs and
expectations, as well as
evaluate the cost/advantages of

each benefit and program
offered.

Construct 1st Street
Redevelopment Project.

Target

Track asset and personnel to an accuracy
level of 3-5 meters on the scene of an
emergency when three antenna are used, and
less than 1 meter when 5 antenna are used,
by using wireless mobile incident command
program.

Decrease pre-plan query time from over 30
minutes to under a minute by having access
to electronic pre-plan information in the field
(replaces paper-based pre-plan binders
located in each apparatus).

Reduce data entry time from a 3-month
administrative data-entry lag time to 8 hours
due to information being captured
electronically at the time of the pre-plan.

Results from Employee Survey questions
will show an increase from 5.29 to 5.40.

Improve the satisfaction rating on the
following question from the Priorities
Survey: "Revitalizing downtown

St. Charles" from 2.86 to 2.25.

Improve the satisfaction rating on the
following Priorities Survey question:
"Providing (convenient) parking in
downtown area," from 2.68 to 2.25.

Objectives and Cargets
. . .Continued

City Goal #6:
Provide customer-
focused City services
that are responsive
and efficient for all
through continuing
organizational
development and
enhanced
technology.




City Goal #6
Objectives and Targets
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Objective

Construct 1st Street
Redevelopment Project.

Construct an expanded
Downtown City Hall facility
(Fire Station and Century
Station) to meet the needs of
the community for the next 20
years.

Create an environment of
exceptional maintenance and
security in the downtown
Special Service Area.

Deliver high performance
emergency medical services by
the Fire Department in order to
save more lives, reduce
suffering, and expedite
recovery from injury or illness.

Target

Improve the rating on Priorities Survey
question, "Overall, how would you rate the
appearance of the following areas within the
city limits -- downtown riverfront," from
2.00 to 1.80.

Increase the rating of the question on the
Employee Survey for the Fire Department, "I
have been provided with the workspace I
need to perform at my best," from 4.67 to
5.00.

Add a question to the Priorities Survey,
"Overall, how would you rate the cleanliness
of the downtown area?" The rating should
be 2 or lower.

Limit the average cost to maintain parking
decks at $75 per parking space or lower.

Maintain or improve the satisfaction rating
of 1.41 on the Priorities Survey question,
"Providing emergency medical services."

Maintain or improve the Priority Survey
rating of 43% Very Satisfied with “Providing
emergency medical services.”

Maintain a rating of 1.4 or better on the
Priorities Survey in the area of providing
emergency medical services.




Objective

Enhance customer service and
decrease paperwork by
providing online open
enrollment to employees.

Enhance employee access and
control of their own payroll
information.

Expand the use of technology
to promote the City.

Expanded/renovated Public
Works facility to meet the
needs of the community for the
next 20 years.

Full compliance with the
financial reporting
infrastructure implementation
requirements.

Target

Utilization rate for online enrollment will
average 50% of full-time employees.

Survey employees to determine if the new
system meets their needs. 75% of staff
should indicate "very satisfied" with the new
program.

Increase e-mail addresses in Employers
Database by 5% from 1,415 to 1,485.

Initiate contact with ten businesses per
month through the Plain Vanilla Shell web
site for those seeking to relocate to Illinois.

Utilize Internet yellow pages such as
Switchboard.com to identify targeted
business within a 50-mile radius (bakery,
shoe repair store). Then visit at least four of
those businesses per month for the purpose
of expansion of their business in St. Charles.

Increase our database and contacts by 100
per year through responses to Realty
Showcase Needs and Wants email
distribution.

Increase the rating of the question on the
Employee Survey for the Public Works
Department, "I have been provided with the
workspace I need to perform at my best,"
from 4.75 to 5.25.

Implentation of GASB 34 requirements for
total infrastructure inventory by FY 07/08.

City Goal #6
Objectives and Cargets

.. .Continued




City Goal #6
Objectives and Targets

.. .Continued

Objective

Implement a comprehensive
management replacement
program in order to ensure
reliable and effective apparatus
and equipment.

Improve efficiency of
operations through greater
utilization of web site and
network.

Target

Maintain the fleet at a 95% in-service
capacity in order to maintain a rating of 5.21
or better on the Employee Survey question,
“The City provides me with the workspace,
equipment, and tools necessary to perform at
my best.”

Maintain Employee Survey rating of 5.9 or
better on the question, “Safety hazards are
taken seriously and corrected or eliminated
quickly in my Department.”

Maintain or improve Priority Survey rating
of 43% Very Satisfied with “Responding to
fires.”

Increase the percentage of respondents to the
Priorities Survey question, "Have you visited
the City web site or community web site
within the last 6 months?" from 12% for City
to 20% and from 6.4% for community to
10%.

Add a question to the Priorities Survey under
the importance and satisfaction section with
regard to the Resident Guide, City web site,
community web site and newsletter.
Eliminate the general question about
"Making it easier to get information about
city services.” The community and City web
site questions should show a satisfaction
rating of 1.90.

Add a question under "Freedom to
Work/Quality of Work Environment" on the
Employee Survey that states, "The City
provides me with sources to access the
information I need to effectively perform my
job." The rating should be 4.00 or better.




Objective

Improve satisfaction level of
internal and external customers
with Finance Department
functions.

Improve the efficiency and
effectiveness of development
and construction-related
review, permitting, and
inspection processes.

Increase citizen awareness and
participation in the prevention,
solution, and resolution of
crime through a pro-active
relationship.

Increase management's access
to employee information.

Increase options for Utility
Billing customers to access
account information.

Target

Internal Customer Survey question rating
service from the Inventory Control Division
is at above 4.0.

Internal Customer Survey question rating
service from the Accounting Division is at or
above 4.0.

Internal Customer Survey question rating
service from Purchasing Division is at or
above 4.0.

80% of those who have used the online
system say it is a convenient way to get
accurate, up-to-date information about their
permits and inspections (based on a survey
of users).

20% or more of permit applicants have
accessed permit or inspection information
online at least once within the first year of
implementation.

From the Priorities Survey question "Police
services, responding to citizen calls," the
average for this category will improve from
1.61 to 1.59.

Survey managers to determine if the new
system meets their needs. 75% of managers
surveyed should indicate "very satisfied"
with the new program.

Priorities Survey results reflect a satisfaction
rating of 1.8 or less for Utility Billing
services.

City Goal #6
Objectives and Targets

.. .Continued




City Goal #6
Objectives and Targets
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Objective

Increase the efficiency and
accuracy of capturing costs of
City services in order to be
accountable to citizens.

Maintain infrastructure
reliability and provide a
competitive value for the
customers of the water supply
utility.

Maintain infrastructure
reliability and provide a
competitive value for the
customers of the wastewater
utility.

Target

Survey managers and clerical staff to
determine if new system provides much
greater efficiencies than existing system.
75% of staff surveyed should indicate "very
satisfied" with new programs.

Reduce time to record and enter work order
information by 75%.

Maintain the response in the Priorities
Survey for an "Excellent" and "Good" value
for water service at 69%.

Maintain the percentage of water pumped
versus water sold at 10% or less (2004
percentage was 9.17%)).

Maintain the peak to average flows at the
Main and Westside Wastewater Treatment
Plants at 3.35 and 0.26 respectively
(benchmark set in 2003).

Maintain the response in the Priorities
Survey for an “Excellent” and “Good” value
for sanitary sewer service at 77%.

Improve permit compliance per million
gallons of wastewater treated at the Main
Wastewater Treatment Plant from
99.9999994% (benchmark set in 2003) to
100%.

Maintain permit compliance per million
gallons of wastewater treated at the Westside
Wastewater Treatment Plant at 100%.

Maintain miles and percentage levels of
sanitary sewer system inspected per year at
14 miles and 9%.




Objective

Maintain reliable electric
service at current level of
service.

Make more effective use of
external communications
methods (e.g. City newsletter,
etc.).

Target

Improve the substation transformer capacity
versus annual peak load benchmark ratio to
2.2 (2004 ratio was 2.54).

Improve the electric System Average
Interruption Duration Index (SAIDI)
benchmark to 81.1 (2004, including Excelon,
was 69.5) and 33.0 both set in 2003 (2004,
excluding Excelon, was 18.2) for our level of
service reliability trend.

Reduce the number of cable failures from the
benchmark of 19, set in 1999, to 16 (cable
failures in 2004 were 10).

Add a question to the Priorities Survey under
the importance and satisfaction section with
regard to the Resident Guide, web site and
newsletter. Eliminate the general question
about "Making it easier to get information
about City services." The newsletter
question should show a satisfaction rating of
2.00 (actual 1.72).

Rating on the Priorities Survey question,
"Overall, how would you rate the value you
receive for your city tax dollar?" should be
2.00 or lower.

Rating on the Priorities Survey question,
"How would you describe the city of

St. Charles as a place to live?" should be 1.5
or lower.

Improve the satisfaction rating on the
Priorities Survey question, "Making it easier
to get information about City services," from
2.05 to 1.90 (actual 2.08).

City Goal #6
Objectives and Cargets
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Objective

Minimize disruption of
Information Systems services
in the event of a

disaster.

Prepare for changes of key
personnel.

Provide access to the GIS
(Geographic Information
System) for all City computer
users.

Provide competitively priced
electric service.

Provide new avenues to better
understand employee concerns
and suggested improvements.

Target

Complete plan by January 31, 2007.

Provide the new administrator with a written
procedure describing issues, a manual for the
City Administrator’s Office, and memo of
concerns by September 15, 2005.

80% of Internal Customer Survey
respondents give ratings of "Good" or
"Excellent" on questions regarding GIS.

Maintain a percentage variation between
kilowatt-hours purchased versus sold at 3%
or less (the 2004 percentage was 3.05%).

Maintain the satisfaction rating with the level
of electric service as a "Good" and
"Excellent" value for your money on the
Priorities Survey at more than 80% (rating in
2004 was 81.8%).

Improve rating on question from Employee
Survey, "My department's management is
interested in my suggestions for making the
City more effective, even if they are contrary
to existing policies and opinions," from a
rating of 4.35 to 4.75 (actual 4.52 High).

Improve rating on question from Employee
Survey, "In my department, there is good
communication between management and
employees," from an average rating of 4.31
to 4.75 (actual 4.64 High).




Objective

Reduce City's volume of hard
copy storage by increased use
of technology.

Replace Fire Station #1 in
order to provide efficient and
effective response to
emergencies and to provide a
safe and healthy work
environment.

Support Citywide technology
initiatives.

Support the downtown
commercial district (as defined
by Special Service Area) by
providing adequate parking to
meet merchant and customer
needs.

Utilize assessment tools and
technology to improve
organizational efficiency and
effectiveness strategies.

Target

90% of Internal Customer Survey
respondents give ratings of "Good" or
"Excellent" on questions regarding
satisfaction with the Records Management
function.

Number of boxes archived does not increase
after FY 2004/2005.

Maintain citizens satisfaction rating for
responding to fires at 1.38 or better.

Maintain a 4 to 6 minute response time in
Station #1°s district.

Increase the rating of 5.21 to 5.50 or better
on Employee Survey question, "The City
provides me with the work space, equipment,
and tools necessary to perform at my best."

80% of Internal Customer Survey
respondents give ratings of "Good" or
"Excellent" on questions regarding project
management.

Maintain or increase the benchmark ratio of
office/retail area to number of parking spaces
in the Downtown District.

Maintain the average satisfaction level for
providing parking in the downtown area on
the Priorities Survey at 2.60.

Receive at least a Silver award from the
Lincoln Foundation.

City Goal #6
Objectives and Cargets
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Objective

Utilize available technology to
improve the delivery of police
services to the community.

Utilize employee expertise to
enhance police services.

Use International City/County
Management Association
(ICMA) performance
measurement data to improve
operations.

Target

From the Priorities Survey question,
"Policing of the community through patrols,"
the average for this category will improve
from 2.23 to 2.20.

From the Priorities Survey question,
"Investigating and solving crimes," the
average for this category will improve from
2.12 to 2.09.

Increase 50% of analyzed ICMA
performance measures that are below median
to above the median.




Business Plan Process

Thefollowingisatentativelayout and explanation of the different elementsthat
should be present as departments devel op their annual businessplan. The
criteriaoutlined in thisdocument representsthe minimum effort required to
develop your business plan. Each step of the processisidentified, along with a
brief description of how it relatesto the previous steps.

The departments should commit asignificant amount of timeto developing
their business plan.

Employeesfrom al levelsof adepartment will beinvolved in the process.
At least 25% of adepartment's employees must beinvolved in steps 1-4
(involving asmany people as possibleisencouraged).

Departmentswill participatein all the steps outlined in thisdocument.
Objectives should relate to significant new programs, not routine
maintenanceitems.

Performance targets should focus on outcome and efficiency indicators.

o OO0 OO0 O

“Why are we doing this?”

Strategic Planning is a decision-making process that involves identifying
challenges or opportunities and then developing a plan to meet those

challengesin order to achieve desired results for the public.

Thisstep ismeant to inform employees of the business plan and its purpose.
Thisisalso achanceto discussthe business plan process (what departmentswill
do, what they hopeto accomplish, etc.). By understanding the importance and
reasoning behind the business plan, employees should have a better
understanding of how all of the following stepsrelate not only to one another, but
also tothedirection of the City asawhole.

One key reason behind devel oping the business plan isthat change surrounds us.
Doing what you’ ve always done can lead to failure or mediocre performance,
despite all good intentions, when your environment has changed. How canyou
be effectivein theface of all these changes? Your challengeisto figure out
where you want to go, how you'’ re going to get there, and how you will know if
you' remaking progress.

Introduction

Summary and
Requirements

Step 1




Business Plan Process
.. .Continued

Step 2

Environmental Scan

The pace of change and complexity of issues necessitates routine assessments
of external forces on an organization. By conducting an environmental

scan, an organization can identify the trends, potential threats and possible
opportunities that contribute to these forces. This process provides the
necessary information to begin a SMOT analysis and should be conducted by
department directors.

Thisstepisessential to later steps. Asemployeesunderstand the need for the
business planin theface of constant change, the need to routinely assessthat
change becomesclear. Theenvironmental scan should beincluded asan
information sourcein step 3 and asthe basefor the SWOT analysisin step 5.

O Theenvironmental scan should be conducted by the department directors
during the same year asthe SWOT analyses, which is conducted every other
year.

O Thescan should focus on three categories.

» Forcesand Trends (political, economic, social, technological)
» Key stakeholders
» Competition and Collaboration (forces, organizations, advantages)

O Forcesand Trendsrepresent changesin the environment that fall into four
broad categories- political, economic, social and technological - and should
represent threats and/or opportunities. Trends affecting key stakeholders,
especially those who control revenue, such as citizens, should be assessed,
aswell asthe actual or potential competitive and collaborativeforces. These
can include specific organi zations, trends aff ecting competition or
collaboration, or the competitive and collaborative advantages availableto
theorganization.

Q City commissionscan also be surveyed and thetrendsthey identify in each of
the above three categories presented to the Council and used to start
discussion.

Q Alist of threats and opportunities under the above three categories should be
generated. Thedirectorsshould then collectively choose no morethan 15 of
the most important trends. If desired, each trend can berated for its
potential impact on the City and itslikelihood of occuringin order to create a
matrix as shown below.




Below arethe stepsto one possible exercise that can be used to facilitate

discussion:

U Thethreatsand opportunities devel oped through this excercise should
become part of theinformational review in Step 3. Thisexcercise can be
expanded by department directorsor individual departmentsthrough
scenario development. Thefollowing processisused:

» Writethetrendsidentified by the directors onto individual file cards (one
per card)

» Shufflethe cardstogether.

» Divideintoteamsof 3-5 peopleand "deal" each team an equal number of
cards. Each group must develop a scenario of how the organization's
mission and goalswould be affected, assuming that the trendson their
cardstake place.

» Thewholegroup should review each "story" and answer thefollowing
questions:

1) What threatsor opportunitiesare highlighted?

2) Which stakeholdersare affected by this story and how?

3) What strengths might we draw on to deal with this scenario?

4) For threatening scenarios, what can be doneto prevent this? How
can positive scenarios be ensured?

5) Canany threats become opportunities?

I nformation Review

Departments will review information that they feel will aid themin assessing
current performance, identifying employee concerns and/or upcoming
obstacles, etc. Reviewing information will allow departments to under stand
where they are in relation to departmental objectives, it will alert themto
current issues of concern, and it may uncover issues that have not yet
surfaced, but could be potential problemsin the near future if not addressed.

I nfor mation sources

O Survey Results (Employee Input, Priorities, Internal Customer, Business
Retention)

Prior Business Plan performanceresults

Listenand Learn Mesetings

Past Performance Targets. Were set target measures met?

Internal Documents

Financial Trendsreport in the budget plan

Feedback frominternal and external customers

Performance comparisonswith other communitiesthroughtheICMA
performance measure program. Canweimprove? How?

ooooo0poo

Business Plan Process
.. .Continued

Step 3
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Step 4

Step 5

0 Resultsof environmental scan and SWOT analysis.
O Any other sources uniqueto your department or that you feel would provide
useful information.

Discussion of Vision, Mission, and Values

This discussion of Vision, Mission and Valuesis an opportunity to
under stand how actions at the departmental level relate to larger
organizational goals.

Building upon Step 2, the department should discuss how current performanceis
contributing to the vision, mission, and values of the City. The discussion should
focus on what the values mean to your department and how your department
contributesto the City in carrying out itsmission.

Questions that can be asked

O How doesour departmental mission relate to the City’ s mission statement?
U Doesour mission statement need to be updated?

U How dowecarry out our mission on adaily basis?

0 How dowetransate our valuesinto daily activity?

Exercise

Asagroup, discuss decisions made by individual s, the department or the City
which reflected the core values. Werethere instances when the mission or
valuesdid not provide guidancefor adecision? Use standard facilitation
techniques.

Doesthe City'svision, mission, and core values cover the values/conditionsthe

group haslisted? If not, how should those elementsberevised toincludeall
important values?

I ntradepartmental Analysis

The I ntradepartmental Analysiswill focus on identifying what the
department does well, where it could improve, what obstacles lie in the way;,
etc. Inorder to gather thisinformation, a SMOT analysisis useful.

Theinformation that has been generated in the previous steps should provide a
base that the department can build upon. The environmental scan identified
potential external threatsand opportunities. Theinformation review may have
indicated areas where the department is performing very well, or areaswherethe




department could improve. Thediscussion of vision, mission, and values should
help guide the department asit identifies weaknesses and opportunities. These

weaknesses and opportunities should contribute not only to departmental goals,
but also to larger organizational goals.

SWOT (to be conducted every other year)

0 SWOT isused to generate and record the strengths, weaknesses,
opportunities, and threats concerning adepartment. Theanalysistakes
into account theinternal resourcesand capabilities (strengths and
weakness), aswell asfactors external to the department (opportunities
and threats).

0 SWOT analysisshould takeinto consideration trends and changing
conditionswithin the world/country/state/community. Thesetrends
should be analyzed to identify worthwhile opportunities and emerging
problems.

O SWOT should be considered in light of the valuesthat were previously
identified. (What strengths, weaknesses, opportunities, and threatswill
help or hinder our achievement of these values?)

Strengths

» What do we do well?

» What do other people see as our strengths?
» What are our advantages?

» What do we have going for us?

Weaknesses

What could weimprove?

What are the thingsthat we don't do aswell aswe could?

What should we avoid?

Consider strengths and weaknesses from your own point of view and
from the point of view of people you deal with. Don't be modest - be
redigtic.

With strengths and weaknesses, think short-term; take a day-to-day,
week-to-week perspective.

VVVY

v

Opportunities

» What arethe good opportunitiesfacing us?

» What arethetrends we should be aware of ?

» What arethe areaswhere we have areal potential to shine?

Business Plan Process
.. .Continued
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Threats

VVVVY

What obstacles do we face?

What isour competition doing?

Ischanging technol ogy threatening our position?

What changesin our environment could harm us?

What might we have to overcometo continue doing what we are doing,
aswell asmoveforward with the opportunitiesweidentified?

Other questions to consider during this exercise

O OO0 OO0 O pLOoooo

How do we want customersto see us?

How will we be ableto tell what our customersthink of us?

How do we want other departmentsto see us?

How will we know what other departmentsthink of us?

What isour perception of ourselves? What are our shared purposes?
What inspiresinterest and passion?

How do you feel about the power and involvement you haveto carry out
your work on adaily basis?

Do you have sufficient resources avail able to you?

Do you have ample opportunitiesto shareinformation that will help
others (both inside and outside your department)?

Do you have a sense of ownership inyour job?

What can we do better to foster asense of ownership, involvement, and
power?

What'sthe difference between what we're trying to accomplish and
where we're at now?

Example of SWOT Analysis Results

Strengths: Opportunities

Customer Service Retention of Business
Reputation « Redevelopment of Land
Diversified Economy /" Enhanced Service Delivery

L ocation /" Maintain “Small Town” Feel
History ya Diversity

Focused Vision e - Training/Career Devel opment
Weaknesses /// //' Threats

Increased Competition ) Increased Service Expectation
Decreasein DevelopableLand Increased Competition
Unemployment Rate / Aging Infrastructure
Revenue Stream / Health Care Costs

Lack of Staffing Diversity * L ess Productive Workforce

Asillustrated by the dashed-lines, weaknesses usually become opportunitiesfor
improvement.




I nter departmental Communication

As opportunities or barriersto cooperation arise, departments should initiate
| nterdepartmental Communication to resolve these issues.

During the SWOT analysis, departments may haveidentified areas where cross-
departmental processes or relationships could beimproved. Thisstep allows
departmentsto expl ore these rel ationshi ps and expl ore optionsto improving the
current situation. Information generated in this step can be used in developing
departmental objectivesand strategies.
O Communication may be one-on-one, or ameeting with alarger group
may be held, if necessary.
O Specificissuesor theresults of the SWOT analysisshould beincludedin
thediscussionif it relatesto the other departments.

Council Retreat

The Council Retreat is an opportunity for department directors to bring
ideas and issues to the City Council members and receive their feedback.
This feedback will aid department directors as they review citywide goals, as
well asindividual departments as they develop their objectives.

The Council Retreat allowsthe department directorsto take the information that
has been collected thusfar and present that which isof significant importanceto
the City. City Council memberswill asoindicate what areasthey believeare
important to discuss.
U TheCity Council should review theresults of the environmental scanin
Step 2.

U Theformat of theretreat will be determined by the City Council each
yedr.

Department Directors Review Citywide Goals

Citywide Goals provide a broad guidance of what we hope to accomplish.
As departments devel op their objectives, they refer to citywide goals in order
to ensure they are contributing to them. This step allows directorsto discuss
the goals and modify them, if necessary, based on the information they have
gathered from their employees throughout the previous steps.

After theintradepartmental analysis, interdepartmental communication, and
Council Retreat, the department directorswill review citywide goalsto ensure
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Step 9

they still arereflective of the City's philosophy. Any changes or additions should
be confirmed by the City Council.

Department directors should ask:
O Arethegoalsaligned with the City’smission, vision and values?

Goalswill be submitted to the City Council for approval.

Develop Objectives, Strategies, Performance Targets and
Action Steps

Objectives are targets for improved performance. They describe what will be
accomplished. They are specific and time-bound statements of a desired
accomplishment.

Strategies describe how the objective will be accomplished. They are specific
courses of action that will be undertaken to accomplish an objective.

Performance targets are the indicators of the success or impact of a program
or approach. They assess the effectiveness of activities aimed at producing
desired outcomes.

Action steps ensure the implementation of strategies by detailing the
necessary tasks, roles and responsibilities, and deadlinesfor each strategy.

Now that departments have collected data, analyzed strengths and weaknesses,
discussed cross-departmental rel ationships and received feedback from the City
Council, it'stimeto devel op objectives, strategies, performancetargets and
action steps.

Sop/Sart/Continue Exercise
Thisexercise can be useful throughout the process of devel oping objectives,
strategies, and performance measures.

QO =m

O Discussion of what the department should "stop” doing, "start" doing, and
"continue" doing in order to carry out their mission and accomplish the
objectivesthey have set.

Q Stop/Start/Continue provides aformat for participantsto negotiate
behavior change with another group or within agroup. Thetechnique
can be used between two people, within work groups, or among
departments.




Strategies are developed using al theinformation gathered from the previousfive
steps.

Objectives

Objectivesare an operationa element of an outcome and should almost always
seek toincrease, decrease, or maintain. Thiswill help you to stay focused on
improvements. Objectivescan bewritten for the current year, next year, or the
following two years. Generadly, itisrecommended to stay within thistimeframe
and not go beyond four years.

Good objectives will be SMART. That is, they will be. . .

U Specific: Objectivesshould reflect the specific accomplishment desired;
not waysto achievethem. All objectives should be capable of generating
specific strategies or actions. An objective should aso be detailed
enough to be understandable.

Measurable: See"Performance Targets' on page 92.

Aggressive but attainable: If objectivesareto be standardsfor

achievement, they should challenge, but should not demand the

impossible. The best objectives are those that stretch the capacities of
people and programs but are, nonethel ess, possible.

U Result-oriented: Objectives should specify progresstoward the desired
outcome; representing an accomplishment, not just an activity.

U Time-bound: Objectivesshould specify atimeframefor
accomplishment. Each objective should be attainable within arelatively
short time period-from afew monthsto no morethan three years.
Objectivesthat would take longer to achieve are generally more
manageableif they aredivided into smaller pieces.

(N

Srategies

Srategies describe how the objective will be accomplished ver sus objectives
that describe what will be accomplished. Strategies are specific courses of
action that will be undertaken to accomplish an objective.

Strategies are written to address each objectiveinyour plan. Towritea
strategy, begin with an action word, include the month and year that the action
will be completed, and the entity responsiblefor seeing that it isaccomplished.

Questions to consider during the strategy development
U What isexpected to be theimpact of the strategies on the objectives?
U What arethe anticipated costs and benefits of each strategy?
U Do we havetheauthorization to take the action outlined in each strategy?

Business Plan Process
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Checklist for development of strategies...have these items been considered?
External support for implementation of initiatives

Partnerships

Staff needs

Funding (Actions cost money)

Research needed, or processes established to provide needed measures
Mandates

Operational/Planning aspects

o000

Performance Targets

Performance targets are the indicators of the success or impact of a program
or approach. They assess the effectiveness of activities aimed at producing
desired outcomes. Performance targets devel oped for the Business Plan
should be Outcome and Efficiency indicators.

Outcome Indicators:
Report theresultsbeing achieved. Thisincludessurvey results.
Examples:
» Percentage of citizensrating services satisfactory.
» Percentage of patientsin full cardiac arrest who have apulse upon
delivery to ahospital.
» Percentage of crimescleared.
» Percentage of streetsrated acceptably cleaned.

Efficiency Indicators:
Report ameasure of the cost (dollars or employee hours) per unit of output or
outcome.

Examples:

» Operating expenditures per $100,000 of property protected.

» Cost per case assigned.

» Cost per crimecleared.

» Employee hours per crime cleared.

Following are some exampl es of performancetargets:
Outcome Tar get:
Improve the Priorities Survey rating of resident satisfaction on the
question, "Making it easier to get information about City services"
from 2.08 to 2.00 by fiscal year .

(The Priorities Survey uses a reverse scale, with “ 1” being the best
possible score. The performancetarget isthe reductioninthe satisfaction
scorefrom residents regarding getting information about the City over the
specified time period.)




Efficiency Tar get:
Decrease the overall cost of medical claims by 5% (from $1,850,000 to
$1,757,500) by fiscal year .

(The performancetarget isthe percent changein the overall cost of medical
claimsover the specified time period.)

Analysis of Performance Targets

Organi zations/departments must analyze and under stand performance data
in order for outcome and efficiency measures to be effectively used.

Thefollowing bullet points can be used to analyze organi zational/departmental
performance measures. Thisismeant to beflexible - the order and elements
can, and should be, modified based on the specific objective being analyzed.

U Chartthe Measure: Itisuseful to chart the measure showing baseline
and comparativedata, if available.

U Why theMeasureisImportant: Explainwhy this measure was chosen.
For outcome measures, why isitimportant and what impact doesit have
onthe public?

U TrendAnalysis: Discusswhat an analysisof the baseline datareveals.
Explain movementsin the baseline data.

U How dowe Compareto Others: Compare the organization'sbaseline
datato national, state, or regional data. ICMA benchmarking will allow
for thiscomparison.

U Factorsinfluencing theMeasure: Explain whichinternal or externa
factorshave, or could have, an influence on the measure.

U What Works: I[dentify what activities, approaches, initiativesare having
the greatest impact on the measure. Successful approaches should be
supported by empirical data.

U Concerns. Explain what, inthe current or future environment, may have
anegativeimpact on the measure.

U Description of Measure: Itisimportant to document specifically how an
outcome or objectiveis measured and its data source.

PerformanceTargets. SomeGuidelinesand Cautionary Tales

1. Usedata-driven benchmarksto set targetsfor objectives when possible.
Consider past performance and ask, "Canwe do better?' Consider the
performance of otherswhenitisfair to make comparisons, or use
identified standardswhen they exist.
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. Monitor progress on performanceregularly. Useaperiodic review (for

example, inamonthly or quarterly staff meeting) to show people how
they aredoing. Don't wait for the annual review of the strategic planto
determineif remedial actionisneeded.

. Study your performance data. Break out data by person (consider age

and other demographic characteristics), place (compare geographic
regionsor urbanvs. rural areas), and time (look for variations throughout
theyear or at other intervals as appropriate).

. Don't panicif your data shows poor performance. Ask for, and offer,

explanations. Factorsbeyond your control can affect performance.
Determinewhat can be donedifferently. It'sokay to constructively
confront substandard performance. If you do not, you sanction it and
limit your opportunitiesto improve.

. Becareful that performance measures do not create the wrong incentives.

For example, if thefocusison the number of cases processed, employees
might have the incentiveto accept only the easiest casesin order to
generatethe highest ratings. A balance of measures can help overcome
thispotential shortcoming.

. Makean effort to understand what's driving the measures you're tracking.

If reports of elder abuse are going up, doesthat reflect more abuse or the
success of acampaign to raise awareness of adult abuse? If the number
of citationsissued isgoing up, doesthat reflect more violations or more
vigorousenforcement efforts? If hospitalizationsfor aparticular condition
are decreasing, doesthat reflect an improvement in the condition or a
changein policy on the part of the hospital or managed care organization?

. Do not generate too many performance measures. Generate performance

measuresfreely during brainstorming, but then identify thosefew that are
most important for measuring your department's performance. Too many
indicators may lead to confusion or alack of focus. Too many indicators
can also create data collection and analysisoverload. There need not be
aperformancetarget for each strategy. Performancetargets should
indicate that the objectiveisbeing achieved.

. Preservenhistorical performanceinformation. By preserving your

historical performance data, it ispossibleto seetrends, demonstrate
progress, and help identify situationsthat need correction. Historical data
iIsmost valuablewhen it isconsistently defined over time. Preservethe
definitions used; they may help explain apparent changesinindicators.




Action Seps

Action steps insure the implementation of strategies by detailing the

necessary steps, roles and responsibilities, and deadlinesfor each strategy.
These steps create a clear understanding of what needs to be done, when,
why and by whom.

U Each strategy should have action steps. Action steps should cover a
period of oneyear or less.

U Actionstepsarethekey tothe Business Plan. If each actionstepis
completed, then each strategy will beimplemented, and, hopefully, each
objectivewill beachieved. If all the objectivesare achieved, thenthe
City ismorelikely to addressitsgoals.

Example: Department A
Objective 1
Strategy A
Actionstepla.l
Action step 1a.2
Actionstep 1a.3

Strategy B
Actionstep 1b.1
Action step 1b.2
Action step 1b.3
Action step 1b.4

Strategy C
Actionstep1c.1
Actionstep 1c.2

U Thenumber of action stepsand employees (or contractors) involved will
vary depending on the complexity of the strategy. There should bea
deadlinefor each step.

Checklist for objectives, strategies, performancetar getsand action step
development:

Objectives

U Represent incremental steps necessary to achieve citywidegoals
U Areclear to what you intend to accomplish

U Beginwithadirectional verb (increase, decrease, maintain)

U Areredlistic and attainable (but are also aggressive)
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Srategies

U Further delineate how adepartment will achieve an objective
U Establishmilestones

Performance targets

O Contain specific measurements such as percents or numbers
U AreOutcomeand Efficiency indicators

O Arenotyour activities! (thoseare"how" or "strategies’)

O Aretheachievementsyou want to attain

Action steps

U Areincludedin each strategy

Q Identify tasks, responsible employeesand deadlines

Q Arelogical - if all stepsare completed, the strategy will beimplemented

Step 10 | Business Plan Presentations

Business plan presentations will take place in early December and be
conducted in the Council Chambers. City Council memberswill be invited to
attend the presentation. The purpose of the presentation is to inform other
departments, as well as the City Council, of the plans you have devel oped for
the upcoming years. It isalso an opportunity to communicate to others your
performance over the past year (did you achieve set performance levels).

Business plan presentations represent the culmination of al prior steps. The
format of the presentation will beleft up to theindividual department, however,
thefollowing components should beincluded:

Departmental Vision

Departmenta Mission

CoreValues(if they are separate from the City'soverall core values)
Prior year performance measures and results (were set standards met?)
New objectives, strategies, and performance measures (focus should be
on new programs or efforts, not maintenance items)

ooooo

Step 11 | Process Evaluation
After completing the previous steps, department directors should reflect on the
process and determine how it can beimproved for the next year.




After the Business Plan iscompleted, thoseinvolved inits creation should meet
and discussthe process. Thefollowing questions should be answered:

U How can the process be improved?

U Were any stepsunnecessary? Should any steps beimproved?

O What worked particularly well for our department?

U Didwe havethe necessary information?

The"Stop, Start, Continue" exercise described in Step 9 can be used to facilitate
thisdiscussion. Results should be reported by each director at adesignated
Department Director meeting so that they can be evaluated and changes can be
agreed upon and implemented.

Business Plan Process Overview and Timeline
Mid-October
1) "Why arewedoingthis?' - Brief review of the Business Plan and the
purposeit serves.
2) Environmental Scan (every other year; sameyear as SWOT; should be
conducted in August)
3) Information Review:
> Survey
» BusinessPlan
» Listenand Learn Meetings
» Performance Measures: Were set performance measures met?
» Internal Documents/Information Sources

Early-November
4) Discussion of Vision, Mission, and Core Val ues.
5) Intradepartmental Analysis(SWOT Anaysisevery other year)
6) Interdepartmental Communication
7) Council Retreat
8) Department Directors Review Citywide Goals
» Do thegoalsneed to be modified?
» How arewedoing inachieving the goals?
» Arethere goalsthat need to be added?

Mid- to Late-November
9) Develop Objectives, Strategies, and Performance Measures (" Start,
Stop, Continue" exercise)
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Early-December
10) Business Plan Presentations

January
11) ProcessEvauation

Late February
12) Departmentsfinalize business plans and enter plansinto software
program.






